Author:  John  Willmott  < jwillmott@input . co .uk>  at  Internet 

Date:  6/5/97  11:18  AM 

Priority:  Normal 

TO:  Gary  Lundberg  at  Input 

CC:  Wilson  Haddow  at  Input 

Subject:  Enterprise  Application  Solutions  Market  Forecast 
Message  Contents  


Dear  Gary, 


Here  is  a first  attempt  at  a Table  of  Contents  (see  proposal)  and 
specification  for  the  Enterprise  Application  Solutions  Market  Forecast. 

This  report  needs  to  provide  some  cover  for  the  former  business  integration 
programme  in  Europe.  Accordingly  I should  like  this  year  to  provide 
comprehensive  professional  services/SI/turnkey  market  forecasts  and  league 
tables  and  not  just  EAS  forecasts.  My  suggestion  would  be  that  we  do  two 
sets  of  forecasts: 


One  based  on  Wilson's  breakdown  between: 

- EAS  (with  ERP  as  a further  subdivision) 

- Y2K  and  Euro 

- Network  integration  Including  Internet/ Intranet 

This  seems  good  to  me,  though  we  might  want  to  restructure  it  to  take  into 
account  non-enterprise  application  integration  such  as: 

- Application  Integration 

- EAS 

- ERP 

- Other 

- Other 

- Network  Integration 

- Internet/ Intranet 

- Other 

In  addition,  I suspect  that  we  need  to  retain  the  more  conservative 
forecasts  and  league  tables  based  on: 

- Systems  Integration 

- Turnkey  Systems 

- Professional  Services 

for  the  US,  Europe  and  the  major  European  countries  (at  least  France, 
Germany,  and  the  UK) 

The  tricky  parts  are : 

- At  what  levels  can  we  produce  vendor  league  tables?  We  probably  need  at 
least  Turnkey/Sl/prof essional  services  league  tables  for  Europe,  major 
countries,  US.  Others  would  be  useful.  Possibilities  include: 

- EAS  market  shares 

- Professional  services  market  shares 

- What  style  of  forecast  do  we  provide  by  industry  sector  for  the  US  and 
Europe  - I suspect  the  EAS  etc  split  would  be  more  use  than  Si/prof essional 
services  etc.  though  some  sort  of  overall  professional  services  forecast 
consolidating  the  components  from  SI/Turnkey/Prof essional  Services  might  be 
useful . 


Proposal  for  a Market  Action  Project 
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EVALUATION  OF  ENTERPRISE  APPLICATION 
SOLUTIONS  PROVIDERS 


Benefits  to  Sponsors 

• Reach  hundreds  of  potential  clients: 

- Market  your  capabilities  to  current  and  potential  users  of  Enterprise  Application  Solutions 

- Post  your  capabilities  to  INPUT’S  Enterprise  Application  Solutions  Buyers  ’ Guide  on  the 
World  Wide  Web 

• Gain  tactical  sales  advantage  by  arming  your  sales  force  with  relevant,  current  market 
information  and  competitive  comparisons  drawn  from  interviews  conducted  with  both 
prospective  adopters  of  enterprise  applications  and  senior  decision  makers  responsible  for  related 
activities  at  current  sites  using  enterprise  applications 

• Develop  Your  Market  Position  through: 

• Identification  of  key  decision-makers  for  enterprise  application  solutions 

• Improved  understanding  of  client  pressures  and  needs 

• Identification  of  the  positioning  of  rival  products 

• Ensure  an  effective  enterprise  application  investment  strategy: 

• Identify  underlying  platforms  and  databases 

• Evaluate  client  satisfaction  data. 


Sponsor  Review 

On  completion  of  the  research  a Buyer’s  Guide  will  be  prepared  and  sent  out  to  users  and  prospects. 

Sponsors  will  review  this  report  prior  to  publication  and  have  the  opportunity  of  inserting  a two- 
page  description  of  their  relevant  capabilities  in  light  of  the  research  findings. 
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Who  Should  Sponsor  this  Research  Project? 

This  project  will  benefit  people  in  roles  such  as: 

• Sales  and  marketing  management 

• Strategic  planning  and  business  development 

• Product  and  services  management. 

These  sponsors  will  be  in  companies  such  as: 

• Enterprise  Application  Software  Product  Vendors 

• Professional  services  companies 

• Management  consultancies 

• Systems  integrators 

• System  Vendors 

• Partners  of  solution  providers 

• Integration  Tool  Vendors. 

Issues  Addressed 

• What  are  users’  future  Enterprise  Applications  Solution  purchasing  plans? 

• How  strong  is  the  demand  for  solutions  from  SAP  competitors  such  as  PeopleSoft,  Baan  and 
Oracle? 

• To  what  extent  are  vendors  such  as  these  increasing  their  share  of  the  enterprise  applications 
market? 

• How  is  the  profile  of  underlying  platforms,  databases  and  operating  systems  changing? 

• What  selection  criteria  do  users  apply  when  choosing  an  Enterprise  Application  Solution? 

• What  are  the  perceived  strengths  and  weaknesses  of  the  leading  Enterprise  Application  Solutions? 

• How  satisfied  are  users  with  their  current  Enterprise  Application  Solutions? 
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• How  satisfied  are  users  with  individual  vendor  services? 

• How  are  individual  services  vendors  currently  perceived  in  the  marketplace? 

• What  services  will  users  require  to  assist  them  in  designing,  implementing  and  running  enterprise 
applications  from  SAP’s  leading  competitors? 

• How  would  users  like  vendors  to  modify  or  extend  their  service  offerings  in  the  future? 


Scope  of  Project 

This  project  will  analyse: 

• The  size  and  growth  of  the  Enterprise  Application  Solution  market 

• The  buying  process  and  selection  criteria  for  Enterprise  Application  Solutions 

• The  satisfaction  of  current  users  of  Enterprise  Application  Solutions 

• The  image  of  current  Enterprise  Application  Solutions  providers 

• The  emerging  service  requirements  of  prospective  users 

• Changes  in  implementation  approach  and  pricing  mechanisms 

The  project  will  be  focused  on  the  local  market.  Additionally  information  will  be  included  on 
relevant  developments  in  the  other  countries  as  parallel  research  is  being  conducted  by  INPUT  in 
France,  Germany,  UK  and  US. 


Methodology 

INPUT  will: 

1 . Consult  with  each  sponsor  to  determine  their  unique  interests  which  will  help  to  shape  the  survey 
instrument  and  final  project  deliverables. 

2.  Develop  and  implement  the  Project  Web  Site  (which  will  host  INPUT’S  Enterprise  Application 
Solutions  Buyers  ’ Guide) 

3.  Develop  and  test  survey  questionnaires 

4.  Conduct  survey 

5.  Data  tabulation,  analysis  and  posting  to  the  Project  Web  site  (work-in-process  accessible  by 
project  sponsors) 

6.  Generate  INPUT’S  Enterprise  Application  Solutions  Buyers  ’ Guide  (Exhibit  A) 

7.  Prepare  a report  of  project  results  and  deliver  to  sponsors  in  electronic  and  paper  form. 

8.  Include  detailed  sponsor  profiles  and  distribute  the  Buyer’s  Guide  to  enterprise  application 
clients  and  prospects 

9.  Develop,  post  and  maintain  INPUT’S  web-based  Enterprise  Application  Solutions  Buyers  ’ 

Guide. 
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10.  Contact  Enterprise  Application  Solution  prospects  regarding  demand  for  additional  vendor 
information 

1 1 . Present  and  discuss  the  research  findings  and  recommendations  at  a seminar  for  sponsors 

12.  Present  research  results  to  internal  or  external  audience  at  sponsor’s  site. 

Telephone  and  email  interviews  will  be  held  with  IT  and  business  line  decision  makers  in  enterprise 
level  corporations  using  or  planning  to  implement  Enterprise  Application  Solutions.  In  particular, 
interviews  will  be  carried  out  with  decision  makers  in  large  organizations  using  or  planning  to  use 
Enterprise  Application  Solutions  from  People  Soft,  BAAN,  and  Oracle. 

The  enterprise  application  solutions  vendors  will  also  be  surveyed  to  provide  market  sizing 
information. 


Deliverables 

Sponsors  of  this  research  project  will  receive: 

• High  -exposure  marketing 

• Profiles  of  Sponsors  will  be  posted  to  INPUT’S  Enterprise  Application  Solutions  Buyer 's 
Guide  on  the  World  Wide  Web. 

• Promotion  and  participation  in  INPUT’S  Enterprise  Application  Solutions  Buyer ’s  Guide 
which  will  be  sent  to  users  and  prospects^ see  Exhibit  A below) 

Project  Results 

• Two  printed  copies  of  the  research  report  (see  Table  of  Contents,  Exhibit  B). 

• Release  of  research  results  on  a continuous  basis  through  a Web  page. 

• Internet  access  to  electronic  copy. 

• Ten  printed  Executive  Summaries  for  internal  use. 

• Two  printed  copies  of  INPUT’S  Enterprise  Application  Solutions  Buyers’  Guide. 

Presentations 

• Attendance  at  sponsors’  seminar  for  presentation  and  discussion  of  the  research  findings  and 
recommendations 

• Presentation  at  sponsor’s  site  discussing  research  results  to  internal  or  external  audience 
(optional  for  an  additional  fee). 


Project  Fee 

The  fee  for  participation  as  a sponsor  of  this  research  is 

• Full  sponsorship,  including  marketing  promotion  $9,500 

• Partial  sponsorship,  consisting  of  research  report  only  $5,500 
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Schedule 

The  project  will  be  conducted  during  the  second  quarter  of  1997.  However,  increased  sponsor 
participation  may  expand  project  scope  and  delay  delivery.  Sponsors  will  be  kept  informed  of  status 
on  a monthly  basis  and  can  participate  in  release  of  data  as  it  is  collected. 

Project  Authorization  - Deadline  May  15, 1997 

Ensure  your  participation  in  this  important  research  project;  orders  must  be  received  by  May  15, 
1997.  Complete  the  attached  sponsorship  form  and  return  to  INPUT  by  mail  or  FAX. 


Exhibit  A 

Proposed  Table  of  Contents 
Enterprise  Application  Solutions  Buyer’s  Guide 

I.  Executive  Summary 

II.  Buyer  Satisfaction  With  Enterprise  Application  Solutions 

III.  Buyer  Perception  of  Vendors’  Capabilities 

IV.  Analysis  of  Implementation  and  Operational  Costs 

V.  Pricing  Mechanisms 

Two-page  sponsor  capability  profiles  based  on  project  survey  findings 
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Chapter  I 


Chapter  II 


Chapter  III 


Chapter  IV 


Chapter  IV 


Chapter  V 


Appendices 


Proposed  Project  Report  Contents 


Introduction 

A.  Objectives 

B.  Project  Scope  and  Definitions 

C.  Research  Methodology 

D.  Report  Structure 

E.  Related  Reports  and  Research  Bulletins 

Executive  Summary 

A.  Enterprise  Application  Solution  Opportunities 

B.  User  Plans  for  Enterprise  Application  Solutions 

C.  Vendor  Selection  Criteria 

D.  Users’  Views  of  Service  Vendors 

E.  User  Satisfaction 

Enterprise  Application  Services  Market  Analysis  and  Forecast 

A.  Enterprise  Application  Solutions  Market,  1997-2002 

B.  Industry/Process  Specific  Enterprise  Application  Solutions  Markets 

C.  Comparison  of  Vendor  Market  Share 

Enterprise  Application  User  Requirements  and  Plans 

A.  Purchasing  Intentions 

B.  Solution  Selection  Criteria 

C.  Preferred  Platforms 

D.  Implementation  Approaches 

E.  Attitudes  to  Pricing  Mechanisms 

Vendor  Analysis 

A.  Competitive  Positioning  of  Enterprise  Application  Product  Vendors 

B.  Competitive  Positioning  of  Service  Providers 

User  Satisfaction  with  Enterprise  Application  Solutions 

A.  User  Satisfaction  with  Enterprise  Application  Products 

B.  User  Satisfaction  with  Enterprise  Application  Services 

C.  User  Satisfaction  with  Business  Impact 

Research  Questionnaires  and  other  background  information 
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Prepared  by:  John  Willmott 

Approved  by 

Date:  14  March,  1997 

Date 

I.  DESCRIPTION 


A.  Project  Code:  EA27 


B.  Programme:  EAS 


C.  Project  Title:  Evaluation  of  Enterprise  Application  Solution  Providers 


D.  Objectives: 


• Forecast  market  for  Enterprise  Application  Solutions  including  breakdown  by  product  and 
services  revenues 

Forecast  future  market  shares  of  leading  enterprise  application  products 

Analyse  buying  process,  selection  criteria  and  buying  intentions  for  enterprise  application 
solutions 

Analyse  awareness  and  perceptions  of  leading  enterprise  application  solutions 

Analyse  current  usage  of  equipment  and  database  products  and  contrast  with  future  buying 
intentions 

Analyse  awareness  and  perceived  suitability  of  enterprise  application  product  partners 

Analyse  satisfaction  with  enterprise  application  solutions  (including  overall,  product, 
implementation,  ongoing  services  and  business  impact) 

Evaluate  changes  in  implementation  approach  and  improvements  required 

Analyse  cost  structure  of  SAP  implementations 

Evaluate  current  pricing  mechanisms  used  and  future  preferences 
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E. 

Audience  (order  of  priority): 

User/Vendor 

Job  Function 

Type  of 
Company 

Company 

Characteristics 

1 

Vendor 

Marketing 

Communication 

managers 

Enterprise  Application 
Software  Product  Vendor 

2 

Vendor 

Product  manager 

Enterprise  Application 
Software  Product  Vendor 

3 

Vendor 

Market  research  and 
strategic  planning 
managers 

Enterprise  Application 
Software  Product  Vendor 

4 

Vendor 

Marketing 

Communication 

managers 

Professional  services 
companies,  management 
consultancies,  systems 
integrators 

With  Enterprise 
Applications  Solutions 
services  business, 
particularly  partners  of 
Enterprise  Application 
Product  vendors 

5 

Vendor 

Product/Service 

manager 

Professional  services 
companies,  management 
consultancies,  systems 
integrators 

With  Enterprise 
Applications  Solutions 
services  business, 
particularly  partners  of 
Enterprise  Application 
Product  vendors 

6 

Vendor 

Market  research  and 
strategic  planning 
managers 

Professional  services 
companies,  management 
consultancies,  systems 
integrators 

With  Enterprise 
Applications  Solutions 
services  business, 
particularly  partners  of 
Enterprise  Application 
Product  vendors 

7 

Vendor 

Marketing 

Communication 

managers 

Systems  vendors 

8 

Vendor 

Product/Service 

manager 

Systems  vendors 

9 

Vendor 

Market  research  and 
strategic  planning 
managers 

Systems  vendors 
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F.  Uses  of  Report: 

• Reach  potential  clients: 

• Market  your  capabilities  to  current  and  potential  users  of  enterprise  application  solutions 

• Post  your  capabilities  to  INPUT’S  Enterprise  Application  Solutions  Buyers’  Guide  on 
the  World  Wide  Web 

• Gain  tactical  sales  advantage  by  arming  your  sales  force  with  relevant,  current  assessments  of 
buyer  needs  and  competitive  offerings. 

• Develop  Your  Market  Position  through: 

• Identification  of  key  prospects  for  Enterprise  Application  Solutions 

• Improved  understanding  of  client  pressures  and  needs 

• Identification  of  key  platforms  and  databases 


G Reasons  for  Choosing  the  Subject: 


1.  Follow-on  to  SAP  project 


H.  Client  Interest: 

Client 

Interest  Level/Comment 
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II.  SCOPE 

I.  Scope  of  Study: 

1.  Includes:  U.S.,  U.K.,  France,  Germany,  Europe 

2.  Enterprise  Application  Products  - PeopleSoft,  Baan,  Oracle,  SSA,  JD  Edwards,  Systems  Union, 
Computer  Associates 

3.  Analysis  of  products  and  services 

1.  Excludes: 


J.  Issues: 

1 . Which  enterprise  application  products  will  be  most  successful  over  the  next  two  years?  Will 
SAP  lose  market  share  to  other  product  vendors? 

2.  Which  databases,  operating  systems  and  equipment  platforms  will  underlie  these  products? 
Will  use  of  NT  and  Microsoft  SQL  Server  increase? 

3.  How  do  prospects  choose  an  Enterprise  Application  Solution? 

4.  What  selection  criteria  do  prospects  apply  when  choosing  an  Enterprise  Application  Solution? 
How  important  is  speed  of  implementation? 

5.  How  aware  are  prospects  of  each  of  the  leading  vendors? 

6.  What  are  prospects’  perceptions  of  each  of  the  leading  products? 

7.  How  satisfied  are  users  with  their  current  solutions?  What  are  the  perceived  strengths  and 
weaknesses  of  each  product? 

8.  How  satisfied  are  users  with  solution  implementation?  What  changes  in  implementation 
approach  would  they  expect  in  future  implementations? 

9.  Are  prospects  in  favour  of  value-based  pricing  or  would  they  prefer  fixed  prices? 

10.  What  is  the  difference  in  implementation  cost  profile  between  the  various  solutions? 
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K.  Forecast:  Yes  Period:  1997  - 2002 

Items  to  be  Forecast 

Level  (e.g.  summary  or  detail) 

IS  Expenditure 

Computer  Equipment 

Related  to  Enterprise  Application  Solutions 

Telecommunications 

Personnel  expenses 

Processing  Services 

Network  Services 

Professional  Services 

Enterprise  Application  Solution  implementations 

Systems  Operations 

Related  to  Enterprise  Application  Solutions 

Systems  Integration 

Software  Products 

Enterprise  Application  Products 

Software  Product  Support 

Turnkey  Systems 

Other  - 

Training 

Other  - 

Other  - 

L.  Comments  and  Directions  (include  specific  questions  to  be  asked): 

Are  prospects  moving  away  from  SAP  because  of  perceived  slowness  of  implementation? 

Are  other  vendors  able  to  match  the  perceived  functionality  of  SAP? 

Are  implementation  approaches  changing  in  favour  of  greater  emphasis  on  business 
reengineering? 

Is  Oracle  losing  database  market  share  to  Microsoft? 
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III.  METHODOLOGY 


M.  Interview  Profile: 

1.  Type  of  Interview  and  Interviewer  Level 

On-site 

Phone 

Mail 

Total 

Type  of 
respondent 

Consultant 

R/A 

Consultant 

R/A 

User 

dependent 
on  vendors 
covered  and 
lists 

available 

dependent 

on 

vendors 
covered 
and  lists 
available 

Non-user- 

discrete 

manufactur 

ing 

25 

25 

Non-user- 

process 

manufactur 

ing 

25 

25 

Non-user- 

Utilities 

10 

10 

Non-user- 
Banking  & 
Finance 

25 

25 

Non-user- 

insurance 

25 

25 

Vendor 

Enterprise 

Application 

Product 

Vendors 

5 

5 

Vendor 

Enterprise 

Application 

services 

vendors 

10 

10 

Other 

(specify) 
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TOTAL 

2.  Respondent  Characteristics 

Number  of 
Interviews 

Job  Function 

Company  Characteristics 
(e.g.  SIC,  Size,  etc.) 

Non-users 

25 

IT  Directors/managers 

Discrete  manufacturing 

25 

IT  Directors/managers 

Process  manufacturing 

25 

IT  Directors/managers 

Banking 

25 

IT  Directors/managers 

Insurance  companies 

10 

IT  Directors/managers 

Utilities 

Vendor 

5 

Product  managers 

Enterprise  Application  Product  vendors 

10 

Product/service  managers 

Enterprise  Application  Service  vendors 
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N.  Other  Research: 

1.  Library:  Source: 

2.  On-line  Services:  Source: 
Internet 

Objective: 

Objective: 

3.  Previous  INPUT  reports:  (list) 

Code 

Title 

Relevant  Information 

Evaluation  of  Leading  SAP 
Service  Providers  in  Germany 
1996 

96B2 

Evaluation  of  SAP  Services 
Providers  in  the  UK  1996 

4.  Other  Sources: 

O.  Data  Tabulation  and  Analyses: 


Analysis  of  quantitative  analysis  using  SPSS 

Include  means,  standard  errors,  distributions  and  cross-tabulations  where  appropriate 
Analysis  of  all  qualitative  data  manually  by  analyst 
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IV.  DELIVERABLES 


P.  Report/Presentation  format:  Attached  and  check  boxes 


1 . T able  of  Contents  See  proposal 


2.  List  of  Exhibits  See  document  attached 


3.  Report  Planning  Form 


4.  Exhibits  Planning  Form 


5.  Data  Base  Layout 


6.  Data  Base  Report  Layout 


Q.  Comments  and  Directions: 


R.  Project  Schedule  Attached? 

Yes  No 
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Paris 


@001/004 


1881  Landings  Drive 
Mountain  View.  CA  94043-0848 

Tel.  (415)961-3300 
Fax  (415)961-3966 


FAX  rRANSMITTAI  FORM 

g/v/f ? 


INPUT 


PARIS 


@002/004 


02/04/97  09:43  ©415  961  3966 

02/03/97  MON  19:04  FAX 


Peat  Marwick  llp 

Strategic  Services 

One  Radnor  Corporals  Center,  Suite  500  Telephone  610-935-4400 

100  Matsonford  Roac  Fax  610-995-4466 

Radnor,  PA  19087 


Date 

February'  3, 1997 

To 

Terye  Galvan 

Organization 

Input 

Fax 

415-961-3966 

From 

Janis  M.  Fratamico 

Department 

SAP  Practice 

Tel 

610-995-3225 

Fax 

610-995-4436 

Subject 

Survey  comments 

Page  1 of  three 


SAP  Communications  Manager  will  be  your  primary 
reached  at  703-450-7348. 


contact  for  the 


The  information  conta  ned 
in  this  facsimile  meas;  ge  is 
privileged  and  confidential 
Information  intended  .oleiy 
for  the  use  of  the  addressee 
listed  above.  If  you  are 
neither  the  intended 
recipient  nor  the  employee 
or  agent  responsible  for 


delivering  this  message  to 
the  intended  recipient,  you 
are  hereby  notified  that 
any  disclosure,  copying, 
distribution  or  the  taking  of 
any  action  in  reliance  or,  the 
contents  of  the  teiefaxed 
information  is  strictly 
prohibited.  If  you  have 


error,  please  Immediately 
notify  us  by  te  uphone  (call 
collect  to  the  number  listed 
above)  to  arrange  for  the 
return  of  the  original 
document  to  us. 


— 

INPUT 


PARIS 


Jj 2 ■'_(> 4 9 7 09:43  0413  961  3966 


02/03/97  MON  19:05  FAX 

f 


IS  003. '004 


Primed  by:  ? 

Title:  Input  Survey  Comment* 


Monday,  January  27,  1997  5:58:58  PM 
Page  lot  2 


* °|  Wednesday,  January  15,  199V  4:20:35  PM 

1 Message 

From;  Cristina  P.  BInzer  HtfO' 71%  - ComrYWU^i&7^ 

Subject:  Input  Survey  Comments 
To:  Janis  M.  Fratamico 


Cc: 


Julie  Scanlon 


Janis,  sorry  this  is  a couple  of  days  late  rom  our  original  target.  Here  are  my  comments  on 
survey  questionnaire: 


nput's 


General  Questions: 

•'  how  is  the  survey  going  to  be  conducted  (e.g.  phone  inten/iews,  questionnaire  ma;  nqs,  etc  A ? 

- where  are  they  getting  their  survey  population? 

- Is  this  a blind  survey? 

- who  hes  access  to  the  results? 


Specific  Items: 

(1)  Page  1:  have  the  respondent  identify  their  role  in  the  SAP  project  (e.g.  was  this  persor  the 
project  manager,  is  this  person  purely  a i end  user,  is  this  person  part  of  the  l/T  organization,  etc.). 
This  may  affect  the  types  of  responses  given. 

(2)  Page  2:  Date  Installed*  for  R/2  or  P/3  is  hard  to  pinpoint,  particularly  if  the  client  implem*  ■ . ■ d 
using  a phased  approach.  I would  mo'.e  this  column  to  the  next  page  and  have  the  client  p;-  ..  : -,t 
when  each  module  was  Installed  (and  perhaps,  when  the  module  went  live). 


AP 


|3)  Page  5:  Since  we  already  asked  which  module  they  have  installed  (and  very  few  die 
5oth),  we  do  not  need  to  include  columns  for  fi/X  and  Version  in  question  5. 


(4)  Page  6:  Ciient  may  balk  at  indlcatin  3 whether  an  objective  was  met  cr  not  - depending  0 
long  SAP  has  been  live  In  their  organization.  I would  change  this  question  around  to  be  mon 
open-ended  and  let  the  client  describe  their  objectives  and  follow-up  with  a question  like:  Ar; 


able  to  assess  if  your  objectives  have  been  met?  If  so,  what  impact  has  it  had  on  your 
organization?" 

hyt) 

(5)  Page  7:  Include  a column  to  identify  which  product  (state:  HW  or  $W)  from  each  vendc 
would  we  know  which  products  were  brought  Into  the  project  from  a tick  mark  next  to  IBM?) 


(6)  Page  9:  Question  13  asks  "Can  ycu  state  who  they  were?"  leaving  the  client  feeling  a;  , 
mentioning  a name.  I'd  simply  ask,  "Wnleh  Manageme  consultant  was  involved?"  and  If  they 
respond,  they'll  say  so. 


cannot 


(7)  Page  12:  Add  Technical  integrate  1 capabilities 


8)  5 15:  Question  22:  see  commnnt  #6. 

(9)  Page  16:  Add: 

~ Readiness  Assessment 


— — 

02/04/97  09:44  ©415  961  3966  INPUT 

02/03/97  MON  19:05  FAX 


Printed  by:  ? 

Title:  Input  Survey  Comments 


Industry  Knowledge  of  best-of-breed  practices 
Implementation  planning 
Proje:  1 M? 

App!:  ;a"i.  • ( '■  ■■■  ion\ 

Doc  urr.  y 


fo)  Page  18:  Question  2SB-  Include 
- Poorly  architected  system 
--  Undersized  hardware 


PARIS  ® 004/004 


Monday,  January  27, 1997  5:58;5S  PM 

Page  2 of  2 


Note,  there  are  no  questions  regarding  .he  area  of  bolt*on  solutions  to  extend  SA  - 
which  is  one  of  our  strengths. 


fJoYi  - QA  : 


SAP  Q A* 


ILL , YAP  H/HAs&urt 
A.  « 

c. 

3. 


f @T~ 

*r 

r 21  - 

2<? 

-% 
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SAP  User  Questionnaire 


Section  A 

Questionnaire  Respondent  Details 

Company  Name  — 

Respondent  Name  — 

Job  Title 

Total  Annual  Turnover 
Total  Number  of  Staff 
Total  IT  Budget 
Total  Number  of  IT  Staff 
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Section  B - Questions  Regarding  the  Actual  SAP  Product 

1 What  SAP  software  do  you  have  installed  in  your  organisation  and  how  long  has  it  been 
operational  ? 
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2 Can  you  indicate  whether  you  have  implemented  a total  SAP  product  or  just  certain 
modules  ? (Multiple  ticks  allowed)  Can  you  also  indicate  the  number  of  users  typically 
utilising  a particular  module  ? 


SAP  Module  Implemented 

Number  of  Users 

Total  Product 

Financials  (all) 

Financials 

(components) 

General  Ledger 

Accounts  Receivable 

Accounts  Payable 

Financial 

Controlling 

Investments 

Legal  Consolidation 

Asset  Management 

Management 

Accounting 

Logistics 

Payroll 

Human  Resources 

Manufacturing 

Sales  & Marketing 

Other  (Please  Detail) 
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3 Can  you  outline  the  IT  infrastructure  supporting  your  SAP  products  ? (Multiple  ticks 
allowed) 

R/2 


Hardware 

IBM 

Fujitsu 

HDS 

Other  (Detail) 

Operating  System 

VSE/SP 

MVS 

MVS/XA 

MVS/ESA 

Data  Comms 

CICS 

IMS/DC 

Database 

VSAM 

DL1 

Adabas 

IMS/DB 

R/3 


Hardware 

Bull 

Digital 

HP 

IBM 

SNI 

Sun 

Sequent 

Other 
( Details ) 

Operating 

System 

BOS 

OSF/1 

iip-ux 

AIX 

SINEX 

Solaris 

Other 

Database 

Oracle 

Informix 

Other 

Presentation 

OSF/MOTIF 

Other 

SAPQFVl.doc 
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4 Can  you  briefly  outline  your  SAP  related  history;  i.e.  have  you  (Multiple  ticks  allowed) 
Been  and  still  are.  purely  a R/2  site  ? 

Migrated  from  R/2  to  R/3  ? 

Outsourced  your  R/2  ? 

Gone  straight  to  R/3  ? 

Outsourced  your  R/3  ? 

Other 


5 How  satisfied  are  you  with  the  following  elements  of  the  actual  SAP  product  you  have 
implemented  ? (Please  rate  on  a scale  of  1-5  where  1 = extremely  dissatisfied  and  5 = 
extremely  satisfied)  Answer  relevant  sections 


R/2 

Version 

R/3 

Version 

Usability 

Flexibility 

Functionality 

Reporting 

Architecture 

Range  of 
Modules 

Quality 

Standards 

Platform 

Portability 

Price 

Overall 

SAPQFVl.doc 
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6 Can  you  indicate  what  the  major  objectives  were  behind  your  SAP  implementation  and  to 
what  extent  have  these  been  met  ? (Please  rate  both  on  a scale  of  1 - 5 where  1 = low'  objective/ 
objectives  not  met  at  all  and  5 = high  objective/objectives  completely  met) 


■ WX&A 

: .. 

Objective 

Objective  Met 

Rationalising  existing  IT  infrastructure  (s) 

Moving  to  client/server  technology 

Using  best  of  breed  software 

Integrating  existing  applications 

Improving  product  lifecycles 

Gaining  new  systems  functionality 

Gaining  competitive  edge 

Remaining  competitive 

Reengineering  the  business 

Lowering  IT  costs 

Other  (s) 

7 Why  did  you  choose  SAP  products  ? 
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8 What  other  company's  products  did  you  consider  ? (Multiple  ticks  allowed) 

Oracle 

JBA 

CODA 

Computer  Associates 
Dun  & Bradstreet 
Walker 
IBM 

Systems  Union 

JD  Edwards 

Hoskyns 

Peoplesoft 

SSA 

Baan 

Peterborough 
Interactive  Care 
QSP 

Other  (Please  detail) 
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9 Can  you  detail  the  total  cost  of  your  U^SAP  implementation  in  terms  of  the  following 
categories? 

PLEASE  AIM  TO  OBTAIN  HARD  NUMBERS  - %’S  ARE  A FALLBACK  POSITION 


Implementation  Categories 

Project  Cost  (^000  or  %) 

Software  Licence 

Central  Hardware 

Desktop  Hardware  & Networking 

BPR  Services 

Systems  Configuration  Services 

Systems  Tailoring/Enhancement  Services 

ABAP.  Interfaces,  etc. 

Education  & Training 

Direct  Consulting  from  SAP 

Other  (Please  Detail) 

Total 

10  Can  you  indicate  how  long  your  SAP  implementation  period  was  ? 

Under  3 months 

Between  Three  and  Six  Months 

Between  Six  and  Nine  Months 

Between  Nine  Months  and  a Year 

Between  One  and  Two  Years 

Over  Two  Years 
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1 1 How  long  do  you  expect  the  payback  period  for  your  implementation  to  be  ? 
At  implementation 

After  12  months 
After  1-5  years 
After  5 years 

12  Was  your  decision  to  adopt  SAP 


An  independent  decision  ? — — 

Discussed  with  Management  Consultants  ? — — 

Discussed  with  your  auditors  ? — — 

13  If  your  decision  was  discussed  with  Management  Consultants  were  these  consultants  an 
SAP  Logo  Partner  ? Can  you  state  who  they  were  ? 

Yes 

No 

Name  of  Consultants 


14  In  purchasing  SAP  Products  did  you 
Approach  SAP  directly  ? 

Via  an  SAP  Logo  Partner  ? 


Yes 


No 
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15  What  do  you  consider  the  three  main  strengths  and  weaknesses  of  SAP's  products  ? 


Strength 

Weakness 

1 

2 

3 
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Section  C - Questions  Regarding  the  IT  Services  Assistance  you  Received  in  your  SAP 
Implementation  Project 

16  What  were  the  main  three  main  reasons  you  sought  external  SAP  services  assistance  ? 
(Please  rank  l,  2,  3,  where  1=  most  important) 

Technical  Implementation  Skills  

Project  Management  Skills  

Business  Consulting  Skills  

Industry  Knowledge  

IT  Architecture  Knowledge  

Systems  Integration  Expertise  

BPR  Skills 

Functional  Applications  Skills  

Programming  Skills  

Prime  Contractor  Management  of  the  Project  

Business  Process  Expertise  

End  User  Training  

Access  to  a development/implementation  methodology  

Change  Management  

Other  (Please  detail  below)  


Did  not  Utilise  External  Services  — 

IF  YES  TO  THIS  LAST  PART  OF  QUESTION  16  - TERMINATE  INTERVIEW 

17  In  your  selection  process  how  important  was  it  that  the  IT  services  provider  was  an  SAP 
Logo  Partner  ? f Detail  Global  or  National]  (Please  rate  on  a scale  of  1-5  where  1 = very 
unimportant  and  5 = very  important) 
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18  Can  you  rate  the  importance  of  the  following  criteria  in  your  initial  selection  of  the  external 
SAP  services  vendor  ? (Please  rate  on  a scale  of  1 - 5 where  1 = unimportant  and  5 = very 
important) 

Ability'  to  offer  a broad  range  of  services  from  consulting  to  maintenance 

Size  of  the  supplier 

Quality  of  reference  sites 

Quantity  of  reference  sites 

Industry  specialisation 

Geographical  presence 

Price 

Flexibility  of  contractual  approach 

Vendor's  commercial  stability 

Vendor's  relations  with  existing  customers 

Your  existing  relationship  with  the  vendor 

Vendor's  commitment  to  partnering 

Culture  of  the  vendor 

Technical  capability 

Staff  qualification 

Timeliness  of  response 

Performance  guarantees 

Application  knowledge 

Process  knowledge 

Independence 

Staff  attrition  rate 

Quality  Certification  (IS09000) 
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18  (Continued) 

Process  reengineering  skills 

Ability  to  demonstrate  IT’s  business  benefits 

The  management  of  risk 

Ability  to  work  with  non-IT  staff 

On-going  support 

Other  (Please  detail) 

19  How  did  you  find  out  about  your  SAP  services  partner  ? (Multiple  ticks  allowed) 
Via  SAP 

Word  of  mouth 
Media/Advertising 
Directories 
World-Wide-Web 
Other  (Please  detail) 
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20  How  influential  were  each  of  the  following  in  selecting  an  SAP  services  providers  ? (Please 
rate  on  a scale  of  1 to  5 where  1 = not  influential  and  5 = very  influential) 

Managing  Director/Chief  Executive  Officer 

Financial  Director/Chief  Financial  Officer 

IT  Director 

Other  Director  (please  specify) 


User  Representative 
External  Audit  Representative 
Internal  Audit  Representative 
External  Consultancy 
Internal  Consultancy 
Other 
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21  What  contractual  approach  did  you  use  for  your  SAP  implementation  project  and  how 
satisfied  have  you  been  with  this  approach  ? (Tick  in  appropriate  Contractual  Approach  Box 
and  then  rate  on  a scale  of  1 - 5 where  1 = extremely  dissatisfied  and  5 = very  satisfied)) 


x•x•x•x•x<<<•x•x•x<•x<<v.\v.v.x.x<•x•x•x^x*xtt•x•x•x•x•x•x•x•x•x•x•x•x• 

Contractual  Approach 

Satisfaction 

Systems  Integration 

Fixed  Price  for  Services 

Time  and  Material 

Other  (Please  explain) 

22  Overall,  how  satisfied  are  you  with  your  SAP  services  provider  ? Can  you  name  them  ? 
(Please  rate  on  a scale  of  1-5  where  1 = extremely  dissatisfied  and  5 = extremely  satisfied) 


Name  (s) 

Satisfaction  Rating 
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23  How  satisfied  are/were  you  with  your  SAP  services  provider  with  regards  to  the  following 
issues  ?:  (Please  rate  on  a scale  of  1-5  where  1 = very  dissatisfied  and  5 = very  satisfied) 

Business  case  development/project  justification 

Business  process  reengineering 

General  consulting 

Change  management 

Meeting  cost/price  calculations 

Meeting  deadlines 

Software  design 

Prototyping 

Implementation 

Training/Skills  transfer 

“Going  Live” 

Facilities  Management 

Maintenance 

Project  Help 

Desk  Top 

24  Did  your  external  IT  services  firm  utilise  any  of  the  following;  if  they  did  how  satisfied  were 
you  with  them  ? (Please  score  satisfaction  on  a scale  of  1 - 5 where  l = very  dissatisfied  and 
5 = very  satisfied) 


Yes/No 

Satisfaction  Rating 

Formal  Implementation 
Methodology 

Proprietary  Implementation 
Tools 

Business  Modelling  Tools 

SAP’s  Business  Engineering 
Workbench  (BEW) 
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25  What  implementation  approach  did  your  organisation  adopt  in  your  SAP  project 
Big  Bang 

Phased  By  Modules 
Pilot/Roll  Out 
Other  (Please  Detail) 


26  (a)  Which  elements  of  your  SAP  project  were  you  particularly  satisfied  with  and  why  ? 


(b)  Which  elements  of  your  SAP  project  were  you  particularly  dissatisfied  with  and  why  ? 


27  (a)  In  your  SAP  implementation  process  were  there  any  requirements  which  you  had  which 
were  unmet  by  the  services  organisation  assisting  you  ? 

Yes 

No 

(b)  If  Yes,  what  were  these  ? 


(c)  Do  you  believe  other  SAP  services  providers  offer  these  services  ? 

Yes 

No 
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28  (a)  Since  going  live  with  SAP  have  you  experienced  significant  problems  with  the  system  ? 

Yes 

No 

Not  yet  live 

(b)  If  yes,  have  these  been  in: 

User  skills 
User  workload 
System  reliability 
System  availability 
Links  with  other  systems 
Systems  response 
Other  (Please  detail) 

(c)  To  improve  the  usage  of  your  SAP  systems,  do  you  think  your  best  investment  would  be  in: 

Technical  training 
More  hardware 
More  software 
End  user  training 
Technical  support  facilities 
Other  (Please  detail) 
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29  (a)  How  much  have  you  spent  in  total  on  external  SAP  services  in  the  last  12  months  ? How 
much  do  you  intend  to  spend  on  SAP  services  in  the  next  year  ? 

Last  1 2 Months 

Next  12  Months  — 


(b)  In  percentage  terms,  can  you  apportion  this  spend  across  the  following  areas  7 


; - : • 
: 

Last  12  Months 

Next  12  Months 

Technical  Implementation  Skills 

Project  Management  Skills 

Business  Consulting  Skills 

Systems  Integration  Expertise 

BPR  Skills 

Functional  Applications  Skills 

Programming  Skills 

Change  Management 

End  User  Training 

Other  (Please  detail  below) 

30  Do  you  currently  have  an  agreement  in  place  for  development/maintenance  of  your  system  ? 

Yes 

No 

3 1 Do  you  feel  the  that  the  external  IT  services  vendor  you  engaged  to  assist  you  with  your 
SAP  implementation  has  delivered  value  for  money  ‘7  (Please  rate  on  a scale  of  1 - 5 where  1 
you  strongly  believed  they  have  not  and  5 = you  strongly  believe  they  have) 
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32  (a)  Would  you  act  as  a reference  site  for  the  SAP  services  provider  ? 

Yes 

No 

Possibly 

(b)  Would  you  recommend  the  company’s  SAP  services  offering  to  other  organisations 

Yes 

No 

Possibly 

33  Over  .he  next  two  years  do  you  have  plans  to  do  any  of  the  following  ? ( Multiple  ticks 
allowed) 

Develop  new  SAP  applications 
Upgrade  the  system 

(IF  CURRENTLY  AN  R/2  SITE)  Migrate  to  R/3 


Outsource  your  SAP  systems 

Use  the  Internet  as  an  SAP  application  platform 

Other  (please  detail) 


Thank  you  very  much  for  your  time  and  assistance  with  this 

questionnaire 
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Questionnaire  Respondent  Details 

Company  Name  

Respondent  Name  

Job  Title  

Total  Annual  Turnover  

Total  Number  of  Staff  

Total  IT  Budget  

Total  Number  of  IT  Staff ~-°*f  ~ ~~~  — 

1 . What  are  the  current  priorities  of  your  external  Information  Systems  spending  ? (Please 
rate  on  a scale  of  1 - 5 where  1 = low  priority  and  5 = high  priority)  If  possible,  can  you 
detail  what  percentage  of  your  overall  Information  Systems  spending  is  on  these jsxternal 

services  ? / r,  _ 

Priority  (%)  of  Spend 

Systems  Integration  O 

Application  Development 

Outsourcing 

Training  & Education 

Consultancy 

Maintenance  & Support  * 

Other  (please  describe)  i 

2a.  Do  you  intend  using  packaged  business  application  software,  such  as  SAP’s  R/3  software 
product  in  a systems  development  or  systems  integration  project  ? . 

Yes  — \r&ruLeyV~' 

Oib)  If  no,  will  the  application  be  a custom  development  ? 

/Yes 

If  no,  please  explain  ity&t  UffAtrcI—  {/* 


'YVUSdL- 

S/IMSL 


y 


3.  In  regard  to  the  following  suppliers  of  enterprise-wide  business  application  software  can 
you  detail  (a)  whether  you  have  heard  of  them  (b)  whether  you  would  consider  using  them 
and  (c)  how  you  would  rate  them  using  a scale  of  1 - 5 where  5 = Highest  Regard.  (Multiple 
ticks  allowed) 

Interviewer  Please  Note  - Rotate 

I '[(SmA  Heard  of  as  Supplier  of  Enterprise-Wide  Business  Applications 

Software  Would  Consider  Using  View  of  Vendor  as  Supplier  of 
Enterprise-Wide  Business  Applications  Software 

Yes  No  Yes  No  1 2 3 3 5 

Oracle 

/fa&Pbt 

JD  Edwards 
IBM 


Computer 

Associates 


D&B 

BAAN 


SSA 

Peoplesoft 

SAP 

Walker 

Systems  Union 
Interactive  Care 
Other  (Please  detail) 


4.  Would  you  intend  to  use  external  IT  service  vendors  to  assist  you  in  application 
development  or  systems  integration  initiatives  ? 

Yes 

No 

Currently  Considering 

IF  NO,  GO  TO  QUESTION  6 

5.  If  "yes"  or  "currently  considering"  what  type  of  external  service  vendor  will  you  use  ? 

Systemjlntegrator  (e.g.  A/C,  CGA) 

Outsourcer  (e.g.  EDS,  CSC) 

Professional  Services  Firm  (eg.  CTG, ) 

Management  Consultancy  (e.g.  C&L,  PW,  Deloitte  Touche) 

Other  (please  describe) 

in  large  scale  systems  development/integration  projects  what  form  of  contract  pricing 
your  organisation  favour  ? 

Fixed  price 
Time  & materials 
Value  based 
Other  (please  describe) 


'Y*-cJL 


7.  If  you  are  considering  implementing  an  SAP  product  can  you  indicate  whether  this  would 
be  a "total  product"  or  just  certain  modules  ? (Multiple  ticks  allowed) 

Total  Product 
R/2  or  R/3  . 

Financiate$i$jw 

Logistics 

Payroll 

Human  Resources 
Manufacturing 
Sales  & Marketing 

Other  

Don’t  Know 

8.  Can  you  indicate  whether  you  would  consider  using  any  of  the  following  equipment 
manufacturers'  technology  as  the  main  platform  for  an  SAP  systems  development  or 
integration  project.  (Multiple  ticks  allowed) 

Equipment  Manufacture  Consider  Using 

Amdahl 

Data  General 

Digital 

Hewlett  Packard 


Hitachi  Data  Systems 

IBM 

NCR 


Pyramid 

Sequent 

Siemens  Nixdorf 
Sun  Microsystems 
Stratus 
Unisys 

Other  (Please  Detail) 


Don't  Know 


9.  Can  you  indicate  whaPyour .major .objectives  would  bedaeWwd  an  SAP  business  application 
development  project  ? (Please  rate  on  a scale  of  1 - 5 where  1 = low  objective -and  5 — 


high  objective.) 


)U-&- 


C6 


Interviewer  note  - Please  Rotate 

Objective 

Rationalising  existing  Information  Systems  infrastructure  (s) 

Moving  to  client/server  technology 

Using  best  of  breed  software 

Integrating  existing  applications 

Improving  product  lifecycles 

Gaining  new  systems  functionality 

Gaining  competitive  edge 

Remaining  competitive 

Reengineering  the  business 

Lowering  Information  Systems  costs 

Other  (s) 


1 0.  If  you  were  intending  to  purchase  SAP  Software  would  you 
Approach  SAP  directly  ? 

Use  a third  party  ? 


1 1 . Can  you  indicate  how  capable  or  suitable  you  consider  the  following  services 
organisations  are,  or  would  be,  in  assisting  your  organisation  with  an  SAP  related  systems 
development  or  integration  projects  ? (Please  rate  on  a scale  of  1-5  where  1 = not  capable/not 
suitable  perception  and  5 = extremely  capable/suitable)  0— ~no  perception. 

Vendor  Perception  of  Capability 

Andersen  Consulting  _ . \ 

CGA  ( <^&/rvU'rvc  CU*^4^C&-J  ] LJ' 

Coopers  & Lybrand  I ** 

CSC 

Data  General 
Digital 

DA  Consulting 
EDS 


Ernst  & Young 

HP 

IBM 

NCR 

-Vendor  Perccptwn-Df€tipnbility 

KPMG 

Ernst  & Young 
Plaut 
Origin 
PW 

Sun  Microsytems 
Unisys 

Other  (Please  Detail) 


12.  If  you  were  intending  to  implement  SAP  with  the  assistance  of  an  external  IT  serv 
supplier  how  important  would  it  be  that  the  IT  services  provider  was  an  SAP  Logo  Pan,,^.  * 
(Please  rate  on  a scale  of  1-5  where  1 = very  unimportant  and  5 = very  important) 


13.  If  you  were  choosing  an  external  services  vendor 

following  criteria  be  in  your  selection  ? (Please  rate  on  a scale  of  1 - 5 where  5 = very 
important) 

Interviewer  note  - Please  Rotate 

Ability  to  offer  a broad  range  of  services  from  consulting  to  maintenance 

Size  of  the  supplier 

Quality  of  reference  sites 

Quantity  of  reference  sites 

Industry  specialisation 

Geographical  presence 

Price 

Flexibility  of  contractual  approach 

Vendor's  commercial  stability 

Vendor's  relations  with  existing  customers 

Your  existing  relationship  with  the  vendor 

Vendor's  commitment  to  partnering 

Culture  of  the  vendor 

Technical  capability 

Staff  qualification 

Timeliness  of  response 

Performance  guarantees 

Application  knowledge 

Process  knowledge 

13  (continued) 

Process  reengineering  skills 

Ability  to  demonstrate  IT's  business  benefits 

The  management  of  risk 

Ability  to  work  with  non-IT  staff 

On-going  support 

Other  (Please  detail) 


you  very  much  for  your  time  and  assistance  with  this 


_pue_tW 
/ <?A 


questionnaire 
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SAP  Services  Buyers  Guide 


This  summary  highlights  the  major  issues  that  users  must  consider 
when  selecting  an  SAP  services  vendor  and  negotiating  a services 
contract. 


A R/3  Popularity  Continues  to  Increase 

User  demand  for  SAP’s  integrated  business  applications  continues 
to  grow  in  the  UK.  This  is  reflected  in  SAP’s  growth  — it  grew  by 
34%  in  1996,  generating  £58.8  million  in  revenue. 

However,  the  provision  of  services  is  essential  to  users  in  order  that 
they  may  reap  the  full  benefits  of  their  SAP  investments. 

SAP  has  established  a partner  programme  which  gives  third  party 
services  vendors  accreditation  to  offer  services  centred  around  SAP 
products.  Typically,  its  services  partners  are  organisations  with 
proven  services  expertise  which  have  IT  hardware,  management 
consultancy  or  professional  services  backgrounds.  Ninety  per  cent 
of  R/3  users  source  their  SAP-related  services  from  external 
vendors. 

Prospective  SAP  users  should  aggressively  seek  vendors  who  can 
offer: 


• Short  implementation  times 

• Fixed  price  contracts 

• Adequate  levels  of  on-going  support 

• Expertise  in  products  that  interoperate  with  SAP  products. 

B Speed  of  Implementation  is  Key 

Many  SAP  users,  particularly  smaller  organisations,  express 
concern  with  the  length  of  time  required  to  implement  SAP’s  R/3. 


96B2 


© 1997  by  INPUT.  Reproduction  Prohibited. 


I- 


EVALUATION  OF  SAP  SERVICES  PROVIDERS  IN  THE  UK 


INPUT 


Exhibit  11-1 


INPUT  research  reveals  that  the  average  implementation  time  for 
an  SAP  R/3  project  in  the  UK  is  about  8.5  months. 

However,  such  average  figures  should  not  be  taken  at  face  value. 
Implementation  times  are  affected  by  a multitude  of  variables 
which  vary  greatly  across  different  organisations. 

No  enterprise  is  identical,  so  the  task  of  implementation  will  not  be 
identical  for  any  two  organisations.  Typically,  SAP  products  are 
customised  to  carry  out  business  processes.  For  some  business 
processes  this  may  be  a relatively  simple  task,  for  others  it  may  be 
extremely  complex. 

The  findings  shown  in  Exhibit  II- 1 give  users  an  indication  of  the 
length  of  time  that  they  might  expect  an  R/3  implementation  to 
take  by  revealing  average  implementation  times  for  enterprises  of 
differing  sizes  (in  terms  of  annual  revenues).  057 


Average  Implementation  Times  by  Annual  Revenue  (£  Millions) 
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Long  implementation  times  are  strongly  affected  by  the  complexity 
of  R/3.  This  complexity  lends  itself  to  rich  functionality  which  many 
enterprises  are  keen  to  leverage. 

However,  smaller  organisations  have  less  of  a requirement  for 
sophisticated  functionality  and  more  often  than  not  are  unable  to 
afford  long  implementation  times. 

Smaller  organisations  should  ensure  that  their  services  provider 
works  closely  with  SAP  to  ensure  that  the  implementation  process 
is  customised  to  suit  their  needs. 

Users  should  take  full  advantage  of  the  following  ways  in  which 
SAP  is  addressing  long  R/3  implementation  times: 

• Its  Business  Engineering  Workbench  (BEW),  now  known  as 
Business  Engineer  automates  some  of  the  implementation 
process.  In  effect,  it  acts  as  a ‘Wizard’  for  some  elements  of  the 
implementation  process 

• The  porting  of  pre-defined  templates  to  user  installations. 
Partners  are  increasingly  creating  templates  that  mask  much 
of  the  product’s  complexity 

• Encouraging  hardware  partners  to  pre-install  R/3  on  their 
platforms;  H-P  now  sells  its  kit  with  R/3  pre-installed. 

Once  users  have  allocated  a period  of  time  for  implementation,  they 
must  then  ensure  that  their  chosen  vendor  can  offer  guarantees  to 
complete  the  implementation  of  R/3  within  that  timeframe. 

B Fixed  Price  Contracts  Reduce  Uncertainty 

Most  R/3  customers  entered  into  time  and  materials  contracts  with 
services  vendors.  However,  this  situation  is  changing  as  users 
increasingly  demand  to  know  the  price  of  their  implementations  in 
advance.  Indeed,  on  average,  R/3  customers  who  obtained  fixed 
price  contracts  benefited  from  much  lower  implementation  costs 
than  those  who  opted  for  time  and  materials  contracts. 

Exhibit  II-2  shows  the  average  costs  of  both  time  and  materials  and 
fixed  price  contracts. 


Exhibit  11-2 
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Average  Implementation  Costs  for  Fixed  Price  and  Time  & 

Materials  Contracts 


Fixed  price  contracts  seem  to  offer  users  a much  lower  cost  means 
of  implementing  R/3.  However,  organisations  that  purchase  fixed 
price  contracts  tend  to  be  those  that  require  the  least  complex 
implementations.  If  an  enterprise  wishes  to  implement  R/3  with 
relatively  little  customisation,  services  vendors  are  more  likely  to 
offer  fixed  price  contracts. 

It  is  important  that  organisations  decide  the  levels  of  process 
reengineering  and  customisation  that  is  appropriate  for  their 
organisation.  SAP  R/3  offers  organisations  an  opportunity  to 
simplify  many  of  their  business  processes.  This  simplification  may 
have  a significant  impact  on  the  overall  effectiveness  and  efficiency 
of  the  underlying  business.  It  may  also  lead  to  faster  and  lower  cost 
implementation  and  greater  future  flexibility. 

Overall  the  average  cost  of  R/3  implementation  in  the  UK  is  £2.4 
million.  This  figure  should  not  be  taken  out  of  context,  given  that  it 
does  not  reflect  the  wide  diversity  of  implementation  costs.  The 
ratio  of  product  costs  to  services  costs  offers  a more  useful  tool  for 
estimating  implementation  costs.  This  ratio  can  be  expected  to  fall 
from  4:1  in  1995  in  favour  of  services  to  2.5:1  by  2001  as 
implementation  costs  fall. 
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As  well  as  requesting  fixed  price  contracts  for  R/3  projects,  users 
would  do  well  to  include  penalty  clauses  in  their  contracts  for 
overrunning  deadlines.  Indeed,  they  could  offer  bonuses  if 
implementations  were  completed  within  a specified  period  of  time. 


C On-Going  Support  and  Training  are  Critical 


Exhibit  11-3 


Many  R/3  users  are  not  happy  with  availability  of  on-going  support 
and  training/skills  transfer.  Users  were  asked  to  indicate  their 
levels  of  satisfaction  with  on-going  support  and  training/skills 
transfer  (where  l=low  and  5=high).  The  average  satisfaction  score 
for  both  on-going  support  and  training/skills  transfer  was  3.1. 
INPUT  would  view  a score  of  3.8  or  above  as  an  indication  that 
users  were  on  the  whole  happy  with  on-going  support  or 
training/skills  transfer.  A score  of  3.1  indicates  that  there  is 
considerable  scope  for  improvement. 

Exhibits  II-3  and  II-4  show  how  R/3  users  responded  when  asked  to 
indicate  their  levels  of  satisfaction  with  on-going  support  and 
training/skills  transfer  centred  around  SAP’s  R/3. 

User  Satisfaction  with  On-Going  Support  Provided  by  External 

Vendors 


Low  Satisfaction  High 
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Exhibit  11-4 


User  Satisfaction  with  Training/Skills  Transfer  Provided  by 

External  Vendors 


25 


1 2 3 4 5 

Low  Satisfaction  High 


Poor  satisfaction  ratings  for  training/skills  transfer  and  on-going 
support  are  largely  due  to  insufficient  available  skills  in  the 
marketplace  and  the  high  cost  of  those  skills. 

However,  the  growth  of  the  SAP-related  services  market  has 
encouraged  SAP’s  partners  as  well  as  SAP  itself  to  invest  heavily  in 
training  consultants.  According  to  SAP,  the  number  of  SAP 
accredited  consultants  in  the  UK  has  grown  rapidly  from  about 
1200  at  the  end  of  1995  to  around  1700  at  the  end  of  1996. 

Some  concerns  exist  regarding  the  nature  of  the  services  received 
from  SAP  consultants.  Several  users  revealed  that  their  consultants 
offered  services  that  were  too  module-specific.  They  argued  that 
there  was  insufficient  integration  expertise. 

Users  should  ensure  that  their  services  providers  offer  both  module- 
specific  expertise  and  integration  expertise. 

Additionally,  they  should  ensure  that  services  providers  have  an 
adequate  support  framework  and  the  necessary  support  personnel 
in  place. 


1-6 


1997  by  INPUT.  Reproduction  Prohibited. 


96B2 


EVALUATION  OF  SAP  SERVICES  PROVIDERS  IN  THE  UK 


INPUT 


Furthermore,  they  must  budget  adequately  for  end  user  training. 

The  adoption  of  R/3,  possibly  accompanied  by  a high  level  of  process 
reengineering,  will  produce  major  changes  in  environment  for  end 
users  of  the  system.  This  will  generate  dissatisfaction  and 
considerable  pressure  on  support  resources  unless  the 
implementation  is  accompanied  by  a high  level  of  end  user  training. 
It  is  important  that  organisations  recognise  the  magnitude  of  the 
change  being  undergone  and  make  adequate  training  and  support 
provision. 


D Services  Vendors  Must  Offer  Expertise  in  Products  that 
Interoperate  with  SAP  Products 

The  complexity  of  R/3  implementations  increasingly  warrants 
expertise  relating  to  IT  products  that  interoperate  with  R/3. 

In  the  UK,  nearly  60%  of  R/3  implementations  run  on  H-P  kit  (see 
Exhibit  II-5).  H-P  now  has  a closer  relationship  with  SAP  than  any 
other  hardware  vendor  and  is  enjoying  considerable  success  in  the 
SAP  services  market.  Indeed,  it  now  sells  R/3  pre-installed  on  both 
its  NT-based  NetServers  and  its  HP-UX  HP9000  servers. 


Exhibit  11-5 
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IBM  accounts  for  just  over  a quarter  of  the  R/3-related  hardware 
market. 

DEC  and  SNI  are  the  other  hardware  players  with  significant  SAP 
installed  bases  in  the  UK  at  present. 

Database  expertise  is  key  as  R/3  projects  increasingly  require  the 
integration  of  SAP  products  with  databases. 

Oracle  reigns  supreme  as  the  database  of  choice  for  SAP  users  in 
the  UK.  91%  of  R/3  installations  run  on  an  Oracle  database  (see 
Exhibit  II-6). 


Exhibit  11-6 


Databases  Underlying  R/3 


The  installed  base  of  NT  Servers  continues  to  grow  at  around  100% 
per  annum  in  the  UK,  and  Microsoft’s  SQL  Server  is  the  dominant 
database  on  that  platform.  SAP  has  launched  a version  of  R/3  for 
NT,  so  SQL  Server  can  be  expected  to  emerge  as  a major  database 
platform  for  R/3  over  the  next  few  years. 

Both  NT  Server  and  SQL  Server  will  become  commonplace  in  the 
SAP  environment. 

Users  must  be  aware  that  NT  is  now  an  option,  in  addition  to  Unix, 
as  an  operating  system  running  under  R/3.  Similarly,  Microsoft’s 
SQL  Server,  IBM’s  DB2  and  Informix  database  products  can 
underlie  R/3  in  addition  to  Oracle. 


1-8 


© 1997  by  INPUT.  Reproduction  Prohibited. 


96B2 


EVALUATION  OF  SAP  SERVICES  PROVIDERS  IN  THE  UK 


INPUT 


Users  must  seek  vendors  who  offer  expertise  in  all  of  the  software 
products  on  which  they  wish  to  run  R/3,  or  might  wish  to  run  R/3  in 
the  near  future. 
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SAP  Services  Research  Project  -1997 


CONFIDENTIAL 

INPUT  Questionnaire  study  Title 

US  Non  SAP  User  Questionnaire 


Type  of  Interview: 

□ Vendor  □ Telephone 

□ User  □ On-Site 

□ Other  □ Mail 

Company:  

Address:  


City/State: 

Zip: 

Telephone: 


Project  Code/Catalog 
Interviewer  Initials 
Interview  Date. 

QC  Initials 
QC  Date 

Data  Entry  Initials 
Data  Entry  Date 

Company  Type: 

Annual  Revenue:  

# Employees:  

Total  IS  Budget: 

Total  # IS  Staff : 

Fax  #:  


No.nninnniDDDn 

□□□ 

□ □□ 

□ □ 


n » r»  /t  rn  t 


rv  a 


via  mi  it 


SAP  Services  Research  Project  -1997 


Respondent(s): 

Name 


Title 


Phone/Ext. 


Role 

Referrals: 


Industry  (User  Interviews  Only): 


SAP  Services  Research  Project  -1997 


□ Discrete  Mfg. 

□ Process  Mfg. 

□ Transportation 

□ Utilities 

□ Communications 

□ Retail 


r i r*  /t  t r»  it  tt  /\  t 


□ Wholesale 

□ Banking/Finance 

□ Insurance 

□ Medical 

□ Services 

□ Education 


□ Federal  Government 

□ State  & Local  Government 

□ Consumer/Home 

□ Other  Industry  Specific 

□ Cross-Industry 


/-<  r»  i t ik  ir>i  i-r- 


SAP  Research  Project  -1997 


Comments: 


1 . What  are  the  current  priorities  of  your  external  Information  Systems  spending  ? (Please  rate 
on  a scale  of  1 - 5 where  1 = low  priority  and  5 = high  priority)  If  possible,  can  you  detail  what 
percentage  of  your  overall  Information  Systems  spending  is  on  these  external  services  ? 

Priority  (%)  of  Total  Spending 


Systems  Integration 
Application  Development 
Outsourcing 
Training  & Education 
Consultancy 
Maintenance  & Support 
Other  (please  describe) 


2a  Do  you  intend  using  packaged  business  application  software,  such  as  SAP’s  R/3  software 
product  in  a systems  development  or  systems  integration  project  ? 

Yes  — Any  particular  vendor  selected?  — 

No 

2b  If  no,  will  the  application  be  a custom  development  ? 

Yes 

No 

2c.  If  no,  please  explain  what  approach  is  being  taken. 


SAP/US  Non-User  QA 
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3 In  regard  to  the  following  suppliers  of  enterprise-wide  business  application  software  can  you 
detail  (a)  whether  you  have  heard  of  them  (b)  whether  you  would  consider  using  them  and  (c)  how 
you  would  rate  them  using  a scale  of  1 - 5 where  5 = Highest  Regard.  (Multiple  ticks  allowed) 


Interviewer  Please  Note  - Rotate 


Heard  of  as 
Supplier  of 
Enterprise- 
Wide  Business 
Applications 
Software 

Would 

Consider 

Using 

View  of  Vendor  as  Supplier  of 
Enterprise-Wide  Business  Applications 
Software 

Yes 

No 

Yes 

No 

1 

2 

3 

3 

5 

Oracle 

Applications 

JD  Edwards 

IBM 

Computer 

Associates 

D&B 

BAAN 

SSA 

Peoplesoft 

SAP 

Walker 

Systems  Union 

Interactive  Care 

SAP/US  Non-User  QA 
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4.  Would  you  intend  to  use  external  IT  service  vendors  to  assist  you  in  application  development  or 
systems  integration  initiatives  ? 

Yes 

No 

Currently  Considering 

IF  NO,  GO  TO  QUESTION  6 

5.  If  “yes”  or  “currently  considering”  what  type  of  external  service  vendor  will  you  use  ? 

System  Integrator  (e  g.  IBM,  A/C,  CGA) 

Outsourcer  (e  g.  EDS,  CSC) 

Professional  Services  Firm  (eg  CTG,  ) 

Management  Consultancy  (e  g.  C&L,  PW,  Deloitte  Touche) 

Other  (please  describe) 


6.  In  large  scale  systems  development/mtegration  projects  what  form  of  contract  pricing  does  your 
organisation  favour  ? 

Fixed  price 

Time  & materials 

Value  based 

Other  (please  describe) 


SAP/US  Non-User  QA 
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7.  If  you  are  considering  implementing  an  SAP  product  can  you  indicate  whether  this  would  be  a 
“total  product”  or  just  certain  modules  ? (Multiple  ticks  allowed) 

Total  Product 

R/2  or  R/3 

Financials 

Logistics 

Payroll 

Human  Resources 
Manufacturing 
Sales  & Marketing 

Other  (Please  define) 

Don’t  Know 

Comments: 


8 Can  you  indicate  whether  you  would  consider  using  any  of  the  following  equipment 
manufacturers’  technology  as  the  main  platform  for  an  SAP  systems  development  or  integration 
project.  (Multiple  ticks  allowed) 


Equipment  Manufacture 

Consider  Using 

Amdahl 

Data  General 

Digital 

Hewlett  Packard 

Hitachi  Data  Systems 

IBM 

NCR 

SAP/US  Non-User  QA 
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Pyramid 

Sequent 

Siemens  Nixdorf 

Sun  Microsystems 

Stratus 

Unisys 

Other  (Please  Detail) 

Don’t  Know 

SAP/US  Non-User  QA 
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9.  Can  you  indicate  how  important  the  following  objectives  would  be  for  you  for  an  SAP  business 
application  development  project  ? (Please  rate  on  a scale  of  1 - 5 where  1 = low  importance  and 
5 = high  importancee) 


Interviewer  - PLEASE  ROTATE 


Ratmg  of 
Objective 

Ratmg  of 
Objective  met 

a)  Information  Technology  Related 
Issues 

Rationalising  existing  Information 
Technology  infrastructure  (s) 

Lower  Information  Technology  costs 

s 

Moving  to  client/server  technology 

Using  best  of  breed  software  products 

Integrating  existing  applications 

Gaming  new  systems  functionality 

Addressmg  Year  2000  issues/problems 

Other  (s)  (Please  define) 

SAP/US  Non-User  QA 
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Interviewer  - PLEASE  ROTATE 


Objective 

Objective  Met 

b)  Business  Related  Issues 

Gaining/retaining  competitive  edge 

Reducing  business  costs 

Accessing  new  revenue  channels 

Creating  busmess  barriers  to  competition 

Strategic  reengineering  of  the  business 

Tactical  reengineering  e g.  process 
change/workflow  improvement  etc. 

Other  (s)  (Please  define) 

10.  If  you  were  intending  to  purchase  SAP  Software  would  you 
Approach  SAP  directly  ? 

Use  a third  party  ? 

Comments: 


SAP/US  Non-User  QA 
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1 1 . Can  you  indicate  how  capable  or  suitable  you  consider  the  following  services  organisations  for 
assisting  your  organisation  with  an  SAP  related  systems  development  or  integration  projects  ? 

(Please  rate  on  a scale  of  1-5  where  1 = not  capable/not  suitable  perception  and  5 = extremely 
capable/suitable)  0=  no  perception. 


SAP/US  Non-User  QA 
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Vendor 

Perception  of 
Capability 

Andersen 

Consulting 

CGA  (Cap  Gemini 
America) 

Coopers  & 
Lvbrand 

CSC 

Data  General 

Digital 

DA  Consulting 

EDS 

Ernst  & Young 

HP 

Vendor 

Perception  of 
Capability 

IBM 

NCR 

KPMG 

Ernst  & Young 

Plaut 

Origin 

PW 

Sun  Microsytems 

Unisys 

Other  (Please 
Detail) 

SAPNONUQ  doc 
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12.  If  you  were  intending  to  implement  SAP  with  the  assistance  of  an  external  IT  services  supplier 
how  important  would  it  be  that  the  IT  services  provider  was  an  SAP  Partner  ? (Please  rate  on  a 
scale  of  1-5  where  1 = very  unimportant  and  5 = very  important) 

Global  Logo  Partner  

National  Logo  Partner  

Implementation  Partner  

Other  (Please  define)  


13.  If  you  were  choosing  an  external  services  vendor,  how  important  would  the  following  criteria 
be  in  your  selection  ? (Please  rate  on  a scale  of  1 - 5 where  5 = very  important) 

Interviewer  Please  Note  - Rotate 

Quality  of  reference  sites 

Price 

Vendor’s  commercial  stability 

Vendor’s  relations  with  existing  customers 

Technical  integration  capability 

Staff  qualification 

Timeliness  of  response 

Application  knowledge 

Business  Process  knowledge 

Ability  to  work  with  non-IT  staff 

Innovative  financing  (fixed  price,  shared  risk  etc  ) 

Other  (Please  describe  and  rate) 
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14.  Is  there  anything  else  significant  about  your  use  of  service  vendors  to  support  major 
application  product  implementations  that  we  have  not  covered9 


Thank  you  very  much  for  your  time  and  assistance  with  this  questionnaire 
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CONFIDENTIAL  Project  Code/Catalog  No. □□!□□□!□□□□ 


INPUT  Questionnaire  study  Title: us 

Interviewer  Initials 

□ □□ 

SAP  User  Questionnaire 

Interview  Date. 
QC  Initials 

□□□ 

Type  of  Interview: 

QC  Date 

□ Vendor  □ Telephone 

Data  Entry  Initials 

□ □ 

□ User  □ On-Site 

□ Other  □ Mail 

Data  Entry  Date 
Company  Type: 

Company:  Annual  Revenue: 

Address:  # Employees:  _ 


Total  IS  Budget: 

Total  # IS  Staff : 

Fax  #: 

City/State:  

Zip:  

Telephone:  
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Respondent(s): 

Name 


Title 


Phone/Ext. 


Role  in  SAP  Project 
Referrals: 


Industry  (User  Interviews  Only): 


□ Discrete  Mfg. 

□ Process  Mfg. 

□ Transportation 

□ Utilities 

□ Communications 

□ Retail 


□ Wholesale 

□ Banking/Finance 

□ Insurance 

□ Medical 

□ Services 

□ Education 


□ Federal  Government 

□ State  & Local  Government 

□ Consumer/Home 

□ Other  Industry  Specific 

□ Cross-Industry 


r » n /r  t/-«  t t 


r*  i 


i iftim  •' 





SAP  Services  Research  Project  - 1997 


Comments: 


Section  B - Questions  Regarding  the  SAP  Product 

1 . What  SAP  software  do  you  have  installed  in  your  organisation  and  how  long  has  it  been 
operational  ? 


1 

Version 

Date  Installed 

R/2 

R/3 

Combination 

2.  Can  you  indicate  whether  you  have  implemented  the  total  SAP  product  or  just  certain  modules, 
when  installed  and  when  went  live?  (Multiple  ticks  allowed)  Can  you  also  indicate  the  number  of 
users  typically  utilising  a particular  module  ? 


|[  

J ■' 

SAP  Module  Implemented 
and  when 

Number  of  Users 

Total  Product 

Financials 

Logistics 

Payroll 

Human  Resources 

Manufacturing 

Sales  & Marketing 

Other  (Please  Detail) 

SAP/US  User  QA 
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3.  Can  you  please  provide  some  basic  details  concerning  the  IT  infrastructure  supporting  your  SAP 
products  ? (Multiple  ticks  allowed) 

R/2 


Hardware 

IBM 

Fujitsu 

HDS 

Other  ( Detail 

Other  (Detail) 

Operating  System 

VSE/SP 

MYS 

MVS/XA 

MVS/ESA 

Other  (Detail 

Data  Comms 

CICS 

IMS/DC 

Other  (Detail 

■ ■ ■ : 

Database 

VSAM 

DB2 

DL1 

Adabas 

IMS/DB 

R/3 


Hardware 

Please 

define 

Digital 

HP 

IBM 

SNI 

Sun 

Sequent 

Other 

(Details) 

I 

lllllillf 

1 

Operating 

System 

NT 

OSF/1 

HP-lIX 

AIX 

SINEX 

Solaris 

Other 

Other 

Database 

Oracle 

Informix 

SQL 

Server 

Other 

u 

1 

Presentatn 

OSF/ 

MOTIF 

Other 

— i 

1 
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4.  Can  you  briefly  outline  your  SAP  related  history;  i.e.  have  you  (Multiple  ticks  allowed) 
Interviewer  note:  FM  = Facilities  Management 

a)  Been  and  still  are,  purely  an  R/2  site  ? 

b)  Migrated  from  R/2  to  R/3  ? 

c)  Applications  FM  for  R/2  ? 

d)  Outsourced  your  R/2  ? — 

e)  Gone  straight  to  R/3  ? 

f)  Applications  FM  for  R/3  — 

g)  Outsourced  your  R/3  ? 

h)  Other  (Please  define) 


SAP/US  User  QA 


5 


Confidential  INPUT 


SAP  Services  Research  Project  -1997 


5 . How  satisfied  are  you  with  the  following  elements  of  the  SAP  product  you  have  implemented  9 
(Please  rate  on  a scale  of  1-5  where  1 = extremely  dissatisfied  and  5 = extremely  satisfied) 

Answer  relevant  sections 


Interviewer  note:  Please  Rotate 


R/2 

Version 

R/3 

Version 

Version 

Version 

Usability 

Flexibility 

Functionality 

Reporting 

Architecture 

Range  of 
Modules 

Quality 

Standards 

Platform 

Portability 

Price 

Overall 

SAP/US  User  QA 


6 


Confidential  INPUT 


SAP  Services  Research  Project  -1997 


6.  Can  you  please  rate  the  level  of  importance  of  the  following  objectives  for  your  SAP 
implementation  and  the  extent  to  which  these  have  been  met  9 (Please  rate  both  on  a scale  of  1 - 5 
where  1 = not  important  at  all/low  level  of  achievement  and  5 = very  important/objectives 
completely  met)? 

Interviewer  - PLEASE  ROTATE 


Ratmg  of 
Objective 

Ratmg  of 
Objective  met 

a)  Information  Technology  Related 
Issues 

Rationalising  existing  Information 
Technology  infrastructure  (s) 

Lower  Information  Technology  costs 

Moving  to  client/server  technology 

Using  best  of  breed  software  products 

Integrating  existing  applications 

Gaming  new  systems  functionality 

Addressing  Year  2000  issues/problems 

Other  (s)  (Please  define) 

SAP/US  User  QA 
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Interviewer  - PLEASE  ROTATE 


Objective 

Objective  Met 

b)  Business  Related  Issues 

Gaining/retaining  competitive  edge 

Reducing  busmess  costs 

Accessing  new  revenue  channels 

Creatmg  business  barriers  to  competition 

Strategic  reengineering  of  the  business 

Tactical  reengineering  e g.  process 
change/workflow  improvement  etc. 

Other  (s)  (Please  define) 

7a. How  did  you  originally  find  out  about  SAP  products?  e g from  a competitor,  magazine,  market 
research  etc.  (Please  define) 


7b  Is  your  organisation  part  of  a Group  that  already  uses  SAP  products  ? What  is  the  business 
relationship  between  your  organisation  and  these  other  units  ? e g.  parent,  sister  organisation  etc. 
(Please  define) 


7c.  Who  drove  the  decision  to  choose  SAP  Products,  CEO,  CFO,  CIO,  manufacturing,  distribution 

etc.  ? (Please  define) 
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8.  In  purchasing  SAP  Products  did  you 
Approach  SAP  directly  ? — 

Via  an  SAP  Logo  Partner  ? — 

Did  you  use  a reseller  ? — 

Consultant  software  product  selection  process?  — 
Other  - please  specify 


9 When  making  the  decision  to  implement  SAP  what  other  company’s  products  did  you  consider, 
please  identify  product  considered  ? (Multiple  choices  allowed) Interviewer  PLEASE  ROTATE 
when  needing  to  read  out  list 

Oracle  Applications 

Computer  Associates 

Dun  & Bradstreet 

Walker 

IBM 

Systems  Union 

JD  Edwards 

Cap  Gemini  America 

Peoplesoft 

SSA 

Baan 

Interactive  Care 

Vendors  providing  custom  solutions 
Other  (Please  specify) 
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10a  Can  you  please  detail  the  approximate  total  cost  of  your  (US  specific)  SAP  implementation  in 
terms  of  the  following  categories? 

PLEASE  AIM  TO  OBTAIN  HARD  NUMBERS  - %’S  ARE  A FALLBACK  POSITION 


Implementation  Categories 

Project  Cost  ($,000s  or  %) 

Software  Licence 

Central  Hardware 

Desktop  Hardware  & Networking 

Busmess  Process  Reengmeering  Services 

Systems  Configuration  Services 

Systems  Tailoring/Enhancement  Services 

ABAP,  Interfaces,  etc 

Education  & Training 

Direct  Consulting  from  SAP 

Direct  Consulting  from  other  sources 

Implementation  Consultants  from  Partners 

Other  (Please  Detail) 

Total 

10b.  How  many  people  (full-time  equivalent)  are  or  were  involved  m implementation  ? 
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1 la.  Can  you  indicate  how  long  your  SAP  implementation  period  was  or  is  planned  to  be? 

Under  3 months 

Between  Three  and  Six  Months 

Between  Six  and  Nine  Months 

Between  Nine  Months  and  a Year 

Between  One  and  Two  Years 

Over  Two  Years 

1 lb  How  did  your  implementation  compare  to  plan  regarding  time  and  budget?  (check  as 
apropriate) 


■ 

Time 

Budget 

Under  plan 

up  to  1 10%  of  plan 

111  - 125%  of  plan 

126-  150%  of  plan 

151  - 175%  of  plan 

176 -200%  of  plan 

201%  of  plan  plus. 

Comments 

SAP/US  User  QA 
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12.  What  do  you  consider  the  three  main  strengths  and  weaknesses  of  SAP’s  products  ? 


Strength 

Weakness 

1 

2 

3 

Section  C - Questions  Regarding  SAP  Implementation  Services  Assistance 

13a  Do/Did  you  use  external  services  to  support  your  SAP  implementation  ? Can  you  please  name 
them? 


If  the  Answer  is  NO  USE  of  Vendors-  TERMINATE  INTERVIEW 

13b  What  were  the  mam  three  main  reasons  you  sought  external  services  assistance  for  your  SAP 
implementation  ? (Please  rank  1,  2,  3,  where  1 = most  important) 

Interviewer  note:  Please  Rotate 

Technical  Implementation  Skills  

Functional  Applications  Skills  

Programming  Skills  

Other  (Please  detail  below)  


SAP/US  User  QA 
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14a.  In  your  selection  process  how  important  was  it  that  the  services  provider  was  an  SAP  Logo 
Partner  or  implementation  partner?  (Please  rate  on  a scale  of  1-5  where  1 = very  unimportant  and 
5 = very  important 

Global  Logo  Partner  

National  Logo  Partner  

Implementation  Partner  

Other  (Please  define)  


14b  How  did  you  find  out  about  your  SAP  services  partner?  (Multiple  ticks  allowed) 

Interviewer  note:  please  Rotate 

Via  SAP  

Word  of  mouth  

Media/Advertising  

Past  service  relationship  

Directly  approached  by  services  company  

Trade  shows/conferences  e g.  Sapphire  

Other  (Please  define)  


14b  How  aware  were  you  of  the  SAP  Consultants  Certification  Program  and  how  important  for 
partner  selection  was  this  certification,  please  rate  on  a scale  of  1 to  5 where  1=  not  aware/not 
important  at  all  to  5 very  aware/very  important  ? 

Aware Important 

Comments: 
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15.  Can  you  please  rate  the  importance  of  the  following  criteria  in  your  initial  selection  of  the 
external  SAP  services  vendor  ? (Please  rate  on  a scale  of  1 - 5 where  1 = unimportant  and  5 = 
very  important) 

Interviewer  Please  Note  - Rotate 
Quality  of  reference  sites 
Price 

Vendor’s  commercial  stability 

Vendor’s  relations  with  existing  customers  — 

Technical  integration  capability  — 

Staff  qualification 

Timeliness  of  response 

Application  knowledge 

Business  Process  knowledge 

Ability  to  work  with  non-IT  staff 

Innovative  financing  (fixed  price,  shared  risk  etc.) 

Other  (Please  describe  and  rate) 


16.  What  contractual  approach  did  you  use  for  your  SAP  implementation  project  and  how  satisfied 
have  you  been  with  this  approach  ? (Tick  in  appropriate  Contractual  Approach  Box  and  then  rate 
on  a scale  of  1 - 5 where  1 = extremely  dissatisfied  and  5 = very  satisfied)) 


Contractual  Approach 

Satisfaction 

Systems  Integration 

Fixed  Price  for  Services 

Time  and  Material 

Other  (Please  explain) 

SAP/US  User  QA 
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17.  How  satisfied  are/were  you  with  your  SAP  services  provider  with  regards  to  the  following 
issues  ?:  (Please  rate  on  a scale  of  1-5  where  1 = very  dissatisfied  and  5 = very  satisfied) 

Interviewer  please  note  Rotate 

Business  case  development/project  justification 

Business  process  reengineering 

General  consulting 

Change  management 

Meeting  cost/price  calculations  — 

Meeting  deadlines 
Project  management 
Software  design 

Prototyping  — 

Implementation 
Implementation  planning 

Training/Skills  transfer  — 

Project  Help  — 

Desk  top  — 

“Going  Live”  — 

Readiness  assessment 

Industry  knowledge  of  best  of  breed  practices  — 

Facilities  Management 
On-going  support 


SAP/US  User  QA 
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18.  Did  your  services  firm  utilise  any  of  the  following;  if  they  did,  how  satisfied  were  you  with 
them  ? (Please  score  satisfaction  on  a scale  of  1 - 5 where  1 = very  dissatisfied  and  5 = very 
satisfied) 


Yes/No 

Satisfaction  Rating 

Formal  Implementation 
Methodology 

Proprietary  Implementation 
Tools 

Business  Modelling  Tools 

Industry  specific  Templates 

SAP’s  Busmess  Engineering 
Workbench  (BEW) 

1 ■ — 

19.  What  implementation  approach  did  your  organisation  adopt  in  your  SAP  project  ? 
Big  Bang  — 

Phased  By  Modules  — 

Pilot/Roll  Out  — 

ASAP  (Accelerated  SAP)  — 

Other  (Please  Detail)  — 


20  Which  elements  of  your  SAP  project  were  you  particularly  satisfied  or  dissatisfied  with  and 
why  ? 
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21a.  In  your  SAP  implementation  process  were  there  any  requirements  which  you  had  which  were 
unmet  by  the  services  organisation  assisting  you  ? 

Yes 

No 

21b  If  Yes,  what  were  these  ? 


21c  Do  you  believe  other  SAP  services  providers  offer  these  services  ? 

Yes 

No 


2 Id  Do  you  feel  that  you  can  now  operate  your  SAP  system  without  material  involvement  by  a 
service  partner? 

Yes 

No 


22a.  Smce  going  live  with  SAP  have  you  experienced  problems  with  the  system  ? 

Yes 

No 

Not  yet  live 


SAP/US  User  QA 
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22b  If  yes,  have  these  problems  been  in  any  of  the  following  areas: 

User  skills 

User  workload 

System  reliability 

System  availability 

Links  with  other  systems 

Systems  performance 

Poorly  architected  systems 

Undersized  hardware 

Other  (Please  detail) 


22c  To  unprove  the  usage  of  your  SAP  systems,  do  you  think  your  best  investment  would  be  in 
any  of  the  following  areas : 

Technical  training 

More  hardware 

More  software  products 

End  user  training 

Technical  support  facilities 

Other  (Please  detail) 


23.  Is  there  anything  else  significant  about  your  use  of  service  vendors  to  support  your  SAP 
implementation  that  we  have  not  covered? 


Thank  you  very  much  for  your  time  and  assistance  with  this  questionnaire 
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Executive  Summary 


A SAP’s  Growth  Slows  to  34%  between  FY1995  and  FY1996 

h*/> 

SAI^experienced  phenomenal  success  with  its  enterprise-wide 
business  applications  products  in  the/»s^|£l990’s.  The  company’s 
UK  revenues  grew  by  84%  between  1994  and  1995  from  £23.8 
million  in  1994  to  £43.8  million  in  1995.  This  growth  slowed  to  34% 
between  1995  and  1996  with  UK  revenues  reaching  £58.8  million  in 
1996.  This  slowdown  in  growth  can  be  expected  to  continue  for 
three  major  reasons: 


• SAP  had  a relatively  small  installed  base  in  the  UK  prior  to 
1995 


Its  products  have  traditionally  been  targeted  at  large 
enterprises  (typically  with  annual  revenues  in  excess  of  $1 
billion)  — there  are  a limited  number  of  such  organisations 


SAP’s  success  has  encouraged  competitors  to  enter  the 
marketplace  in  which  it  once  encountered  virtually  ne- 
competition. 


JaMJjI 


SAP  can  still  expect  to  experience  growth  in  the  UK  from: 

• The  remaining  large  enterprises  that  have  not  implemented 
enterprise-wide  business  applications 
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• Smaller  organisations  that  are  increasingly  demanding  the 
rich  functionality,  the  scalability,  the  range  of  applications 
modules,  and  the  integrated  attributes  associated  with  SAP’s 
products 

• Demand  from  both  its  existing  customers  and  potential 
customers  for  the  Internet-enabled  version  of  R/3. 

However,  the  provision  of  services  that  enable  users  to  successfully 
implement  and  enjoy  the  full  benefits  of  their  SAP  investment  is 
key  to  the  continued  success  of  SAP. 

In  order  to  deliver  an  extensive  array  of  services  to  all  of  its 
customers,  SAP  has  chosen  to  establish  a partner  programme.  Its 
services  partners  are  organisations  with  proven  services  expertise 
that  typically  have  IT  hardware  or  management  consultancy 
backgrounds.  90%  of  R/3  users  source  their  SAP-related  services 
from  external  vendors. 

INPUT’S  survey  examines  these  issues  and  focuses  on  the  following 
major  findings: 

• Many  users  express  high  degrees  of  satisfaction  with  their 
SAP  implementation  times 

• An  SAP  skills  shortage  continues  to  exist 

• Oracle  and  H-P  products  dominate  the  SAP  environment 

• Oracle  emerges  as  SAP’s  main  competitor. 

A 

B Users  Recognise  Faster  Implementation  Times 

SAP  has  received  negative  publicity  regarding  implementation 
times.  It  is  becoming  increasingly  apparent  that  this  criticism  is  not 
fully  justified.  Although  over  a quarter  of  SAP  implementations  in 
the  UK  took  over  one  year,  INPUT  research  illustrates  that  speed 
implementation  is  an  area  in  which  many  users  express  high  levels 
of  satisfaction. 

Users  were  asked  to  describe  the  elements  of  their  SAP  projects 
with  which  they  were  particularly  satisfied.  Speed  of 
implementation  was  mentioned  in  response  to  this  question  more 
often  than  any  other  issue.  Of  course,  some  users  stated  that  speed 
of  implementation  was  the  element  of  their  project  with  which  they 
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Exhibit  11-1 


? 


Exhibit  11-2 


were  least  satisfied  but  they  were  outnumbered  by  users  who  were 
happy  with  this  issue. 

Exhibit  II- 1 shows  of  number  of  times  that  speed  of  implementation 
was  mentioned  by  users  as  the  area  with  which  they  were  most 
satisfied  and  the  area  with  which  they  were  least  satisfied. 


Speed  of  Implementation 


Sample:  52 


This  finding  is  compounded  by  another  major  finding  from  INPUT’S 
survey.  R/3  users  expressed  relatively  high  levels  of  satisfaction 
with  the  ability  of  their  services  vendors  to  meet  project  deadlines 
(see  Exhibit  II-2). 


R/3  User  Satisfaction  with  Services  Delivered  by  External 

Vendors 
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The  key  point  regarding  SAP  implementation  times  is  that  it  is 
difficult  to  compare  implementation  times  in  different 
environments.  Implementation  times  are  affected  by  a multitude  of 
variables  which  differ  greatly  across  different  organisations. 

No  enterprise  is  identical,  so  the  task  of  implementation  will  not  be 
identical  for  any  two  organisations.  Typically,  SAP  products  are 
customised  to  carry  out  business  processes.  For  some  business 
processes,  this  may  be  a relatively  simple  task,  for  others  it  may  be 
horrendously  complex. 

The  complexity  of  SAP’s  products  lend  them  rich  functionality. 
Until  recently,  enterprise  customers  have  been  keen  to  leverage 
much  of  this  functionality.  However,  smaller  organisations  have 
less  of  a requirement  for  it  and  more  often  than  not  are  unable  to 
afford  long  implementation  times. 

Partners  must  respond  by  working  closely  with  SAP  to  ensure  that 
the  implementation  process  can  be  customised  to  suit  the  needs  of 
smaller  organisations  more  closely. 

SAP  is  however  addressing  this  problem  in  three  major  ways 
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• Its  Business  Engineering  Workbench  (BEW),  now  known  as 
Busness  Engineer  automates  some  of  the  implementation 
process.  In  effect,  it  acts  as  a ‘Wizard’  for  some  elements  of  the 
implementation  process 

• The  porting  of  pre-defined  templates  to  user  installations. 
Partners  are  increasingly  creating  templates  that  mask  much 
of  the  product’s  complexity 

• Encouraging  hardware  partners  to  pre-install  R/3  on  their 
platforms;  H-P  now  sells  its  kit  with  R/3  pre-installed. 

Most  SAP  sites  engaged  in  time  and  materials  contracts  with 
services  vendors.  However,  this  situation  is  changing  as  users 
increasingly  demand  to  know  the  price  of  their  implementations  in 
advance. 

Indeed,  users  who  are  planning  to  undertake  large-scale  systems 
development  or  integration  projects  over  the  next  year  would  prefer 
to  pay  a fixed  price  to  a services  vendor.  Thus,  SAP  services  vendors 
that  do  not  charge  fixed  prices  will  soon  find  themselves  at  a 
competitive  disadvantage.  Furthermore,  the  inclusion  of  penalties 
in  contracts  for  overrunning  deadlines  will  offer  services  vendors  a 
competitive  edge. 

Furthermore,  INPUT  research  indicates  that  at  the  outset  of  an 
SAP  contract,  one  of  the  main  objectives  for  an  enterprise  is  to  gain 
a competitive  advantage. 

However,  by  the  time  the  product  has  ‘gone  live’,  users  feel  that  the 
project  was  necessary  just  in  order  to  remain  competitive.  This 
evidence  suggests  that  a ‘feeding  frenzy’  has  taken  place  whereby, 
large  numbers  of  enterprises  have  implemented  SAP  products  or 
competing  products  in  the  same  period  of  time  (the  last  2 years). 

Skills  Shortages  Continue  to  Exist 

Demand  for  skills  centred  around  SAP  products  continues  to 
outstrip  supply  though  the  gap  is  narrowing.  Consequently,  the 
salaries  commanded  by  those  with  SAP  skills  are  high  (some 
consultants  with  under  2 years  experience  reportedly  receive 
salaries  of  over  $150,000). 
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Furthermore,  SAP  consultants  are  highly  mobile  given  the  demand 
for  their  skills.  This  is  created  a situation  in  which  consultants 
often  fail  to  see  through  a project,  thus  complicating 
implementation. 

Not  surprisingly,  many  users  are  not  happy  with  the  skills-related 
situation  (see  Exhibit  II-3). 


Exhibit  11-3 


User  Satisfaction  with  Maintenance  and  Training/Skills  Transfer 
Provided  by  External  Vendors 


□ Maintenance 

□ Training/Skills  Transfer 


Sample:  44 


1 2 3 4 5 DK/NA 

Low  Satisfaction  High 


Poor  satisfaction  ratings  for  training/skills  transfer  and 
maintenance  are  largely  due  to  insufficient  available  skills  in  the 
marketplace  and  the  high  cost  of  those  skills. 


Users  perceive  support,  general  cost  and  skills  shortages/cost  of 
staff  related  issues  to  be  the  greatest  weaknesses  of  the  SAP 
product.  When  asked  to  name  three  weaknesses  with  the  product, 
most  users  did  not  mention  product-specific  issues  (see  Exhibit  II- 
4). 


Exhibit  11-4 
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Major  Weaknesses  with  SAP  Products 


Sample:  52 


The  move  away  from  time  and  materials  contracts  towards  fixed 
price  contracts  should  alleviate  negative  attitudes  towards  costs 
associated  with  SAP  projects.  Additionally,  the  steps  taken  by  SAP 
and  its  partners  to  reduce  implementation  times  will  reduce  the 
average  cost  of  an  SAP  implementation  well  below  the  current 
average  of  £2.4  million  for  R/3. 


The  average  cost  of  implementation  of  £2.4  million  should  not 
however  be  taken  at  face  value,  given  that  it  does  not  reflect  the 
wide  diversity  of  implementation  costs.  The  ratio  of  product 
revenues  to  sales  revenues  reflects  the  trend  towards  lower 
implementation  costs  more  clearly.  This  ratio  can  be  expected  to 
fall  from  3:1  in  favour  of  services  to  2.5:1  by  1998. 

The  growth  of  the  SAP-related  services  market  has  encouraged 
SAP’s  partners  as  well  as  SAP  itself  to  invest  heavily  in  training. 
According  to  SAP,  the  number  of  SAP  accredited  consultants  in  the 
UK  has  grown  rapidly  from  about  1200  at  the  end  of  1995  to  around 
1700  at  the  end  of  1996. 


However,  some  concerns  exist  regarding  the  nature  of  the  services 
received  from  SAP  consultants.  Several  users  revealed  that  their 
consultants’  offered  services  that  were  too  module-specific.  They 
argued  that  there  was  insufficient  integration  expertise. 
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Services  vendors  must  ensure  that  their  consultants  do  offer  both 
module-specific  expertise  and  integration  expertise.  INPUT  expects 
this  issue  to  become  less  significant  as  existing  SAP  consultants 
become  more  experienced. 

The  rapid  growth  of  SAP  sites  has  perhaps  inevitably  not  been 
matched  by  the  growth  of  support  facilities.  SAP  and  its  partners 
must  consider  creating  alliances  with  services  vendors  who  provide 
on-going  support  on  a large-scale  in  order  to  extend  their  support 
capabilities. 

High  levels  of  demand  for  end-user  support  could  be  reduced  by 
increased  investment  in  training  for  end  users.  INPUT  research 
revealed  that  nearly  50%  of  SAP  users  believe  that  further 
investment  in  end  user  training  will  improve  usage  of  SAP  systems. 

C Oracle  and  H-P  Products  Dominate  the  SAP  Environment 

In  the  UK,  nearly  60%  of  R/3  implementations  run  on  H-P  kit  (see 
Exhibit  II-5).  H-P  now  has  a closer  relationship  with  SAP  than  any 
other  hardware  vendor  and  is  reaping  the  benefits.  Indeed,  it  now 
sells  R/3  pre-installed  on  both  its  NT-based  NetServers  and  its  HP- 
UX  HP9000  servers. 


Exhibit  11-5 


IBM  accounts  for  just  over  a quarter  of  the  R/3-related  hardware 
market.  Its  professional  services  arm  ISSC  has  enjoyed  success  in 
the  services  market  surrounding  SAP  products.  If  it  can  leverage  its 
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Exhibit  11-6 


SAP  strengths  and  aim  to  generate  benefits  of  synergy  in  this  area, 
its  success  in  SAP-related  markets  will  continue. 

The  gap  between  H-P  and  IBM  narrows  when  users  who  are 
considering  embarking  on  SAP  projects  over  the  next  year  are 
taken  into  account.  64%  of  such  users  would  consider  using  IBM 
hardware  for  their  SAP  implementation  and  80%  would  consider  H- 
P. 

DEC  and  SNI  are  the  other  significant  hardware  players  in  the  UK 
at  present.  However,  after  H-P  and  IBM,  Sun  is  the  most  likely 
hardware  vendor  to  be  considered  by  users  who  are  considering 
embarking  on  R/3  projects  over  the  next  year.  Despite  its  close 
relationship  with  SAP,  SNI  suffers  from  relatively  low  market 
visibility  in  the  UK. 

Oracle  reigns  supreme  as  the  database  of  choice  for  SAP  users.  91% 
of  R/3  installations  run  on  an  Oracle  database  (see  Exhibit  II-6). 

Databases  Underlying  R/3 


Oracle  is  the  largest  database  vendor  in  enterprise-wide 
client/server  environments.  SAP  are  the  largest  business 
applications  vendor  in  client/server  environments.  Both  vendors 
can  benefit  greatly  by  working  closely  together. 

Indeed,  Oracle  recently  launched  a campaign  to  deliver  services  to 
customers  of  both  Oracle  and  SAP.  It  now  offers  a service  that  helps 
users  to  link  R/3  with  Oracle’s  data  warehousing  software  which 
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includes  the  Oracle  7 database  and  Oracle  Express  OLAP  products. 
From  Oracle’s  perspective,  this  service  is  critical  to  success  in  the 
data  warehousing  market. 

The  implementation  of  data  warehousing  technology  together  with 
SAP  R/3  offers  opportunities  to  SAP’s  services  partners. 

Strategically,  it  is  unwise  for  any  business  applications  vendor  to 
become  too  intertwined  with  one  database  vendor  — especially 
when  that  database  vendor  is  also  a competitor. 

SAP  has  responded  to  Oracle’s  dominance  by  developing  close 
relationships  with  both  Microsoft  and  Informix.  The  installed  base 
of  NT  Servers  continues  to  grow  at  around  100%  per  annum  in  the 
UK,  and  Microsoft’s  SQL  Server  is  the  dominant  database  on  that 
platform.  SAP  has  launched  a version  of  R/3  for  NT,  so  SQL  Server 
can  be  expected  to  emerge  as  a major  database  platform  for  R/3 
over  the  next  few  years. 

Interestingly,  Baan  has  responded  to  the  threat  posed  by  over 
reliance  on  Oracle  technology  by  favouring  Informix.  It  is  ceasing  to 
deploy  its  proprietary  database,  Tribase,  and  embedding  Informix 
technology  into  its  product.  Customers  are  thus  more  likely  to 
choose  Informix  as  their  database  vendor.  It  does  however,  offer 
upgrade  paths  to  both  Informix  and  Oracle  technologies. 

SAP  services  vendors  must  equip  themselves  with  skills  relating  to 
the  other  products  such  as  H-P’s  hardware  and  Oracle’s  databases 
that  are  found  in  SAP  environments. 


D Oracle  is  Number  One  Competitor 

Oracle  is  SAP’s  main  competitor  as  well  as  one  of  its  most  (if  not  its 
most)  important  partner.  This  is  a potentially  perilous  predicament 
for  SAP.  Oracle  undoubtedly  encourages  its  database  customers  to 
choose  its  business  applications  as  opposed  to  SAP’s  products.  As 
Oracle’s  Applications  extend  into  more  application  areas,  Oracle 
database  users  will  increasingly  choose  Oracle  Applications  as 
opposed  to  SAP’s  R/3. 

Oracle  has  recently  acquired  Datalogix,  a company  that  develops 
client/server  software  for  process  manufacturing  — an  acquisition 
which  makes  its  intentions  clear. 
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Exhibit  11-7 


The  threat  posed  by  Oracle  is  amplified  by  INPUT’S  findings.  Over 
60%  of  enterprises  that  are  considering  embarking  on  a large-scale 
development  project  or  SI  initiative  would  consider  using  Oracle 
whereas  just  over  half  would  consider  using  SAP  (see  Exhibit  II-7). 

Business  Applications  Vendors  Considered  by  Potential  Users  — 

Top  5 




Oracle 

■ 

61 

SAP 

1 52 

IBM 

46 

Computer 

J43 

Associates 

Dun  8i  Bradstreet 

1 3 

) 

1 

0 20  40  60  80  100 

Sample:  118  % of  Users 


However,  when  the  same  group  of  users  were  asked  to  indicate  how 
highly  (l=low  regard  5=high  regard)  they  regarded  the  capabilities 
of  business  applications  vendors,  SAP  and  Oracle  emerged  neck  and 
neck  (see  Exhibit  II-8). 


Exhibit  11-8 


Potential  User’s  Perspectives  of  the  Capabilities  of  Business 
Applications  Vendors  — Top  5 
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Exhibit  11-9 
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These  findings  indicate  that  SAP  services  vendors  must  ensure  that 
they  are  able  to  continue  to  deliver  services  that  match  SAP’s 
strategy  closely.  As  mentioned  earlier,  NT  Server  and  SQL  Server 
will  become  commonplace  in  the  SAP  environment.  Services 
vendors  must  ensure  that  they  have  skills  in  Microsoft  BackOffice 
products. 


Furthermore,  SAP  worked  closely  with  Microsoft  to  launch  an 
Internet-enabled  version  of  R/3.  The  new  R/3  design  enables  R/3  to 
be  accessed  from  most  Internet  browsers.  It  will  be  accompanied  by 
a graphical  interface  written  using  Java.  Such  developments 
indicate  that  services  vendors  must  offer  Intranet  integration  and 
extranet  skills  in  order  to  work  on  projects  in  which  R/3  becomes 
core  to  the  electronic  enterprise. 

Indeed,  over  a quarter  of  R/3  users  will  use  the  Internet  as  an  SAP 
application  platform  within  the  next  two  years  (see  Exhibit  II-9). 


Future  Plans  (next  2 years)  with  R/3 
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In  order  to  continue  showing  impressive  growth  figures,  SAP  and 
its  partners  must  target  smaller  companies.  SAP’s  VAR 
programme  and  its  efforts  to  reduce  implementation  times  go  some 
way  to  extending  R/3  into  the  realm  of  smaller  organisations. 
However,  Oracle,  Baan,  PeopleSoft  and  SSA  are  also  aggressively 
targeting  smaller  organisations  — SAP  will  find  competition 
intense  in  this  market  space. 
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SAP  User  Environment 


This  chapter  analyses  typical  R/3  user  environments.  Additionally, 
it  examines  user  histories  in  terms  of  SAP  relationships, 
implementation  approaches  and  the  cost  of  implementation. 


H-P  has  established  itself  as  the  dominant  R/3  hardware  platform 
(see  Exhibit  III- 1),  underlying  nearly  60%  of  R/3  implementations. 
INPUT  estimates  that  at  an  overall  world-wide  level,  it  is  nearer  to 
65%.  H-P  have  worked  closely  in  Germany  and  elsewhere  to  create 
a strong  relationship  with  SAP,  investing  heavily  in  SAP 
Competency  centres  and  in  using  the  strength  of  their  professional 
services  business  to  jointly  bid  for  projects  with  SAP  or  refer  their 
existing  customers  towards  SAP. 

Indeed,  H-P  now  sells  SAP  R/3  preinstalled  on  both  its  NT-based 
NetServers  and  HP-UX  HP9000  servers.  In  effect,  H-P  has  become 
an  SAP  OEM  customer  offering  customers  turnkey  R/3  systems. 

H-P’s  firm  commitment  to  partnering  has  clearly  paid  handsome 
dividends. 


A H-P  Dominates  R/3-Related  Hardware  Market 


Exhibit  111-1 


Hardware  Platforms  Underlying  SAP  Products 
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Exhibit  n 
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44  R/3  Users  % of  Users 


HP’s  closest  rival  in  the  R/3  hardware  platform  marketplace  is  IBM 
who  provide  around  a quarter  of  the  R/3  base  infrastructure.  IBM 
have  also,  in  a similar  fashion  to  HP,  attempted  to  work 
collaboratively  with  SAP. 


From  a purely  professional  services  perspective,  ISSC  (IBM’s 
professional  services  branding)  have  been  extremely  successful  in 
the  SAP  third  party  professional  services  market,  establishing  a 
position  as  one  of  the  leading  world-wide  players..  IBM  have  had  to 
demonstrate  their  “open”  credentials  though  and  in  many 
assignments  work  on  non-IBM  kit. 


H-P  can  be  expected  to  retain  their  dominance  as  the  preferred  SAP 
hardware  platform  vendor  for  the  next  couple  of  years  (see  Exhibit 
III-2).  80%  of  users  who  are  considering  implementing  SAP 
products  in  the  next  year  would  consider  H-P  hardware  for  an  SAP 
project. 


Nearly  two-thirds  of  potential  users  would  consider  the  IBM 
platform.  Given  that  Sun  are  not  currently  significant  hardware 
suppliers  for  SAP  projects,  it  has  a great  opportunity  to  benefit 
from  SAP  projects.  Nearly  60%  of  potential  SAP  users  would 
consider  Sun  as  a hardware  supplier  for  their  SAP  projects. 


Hardware  Vendors  Considered  for  Future  SAP  Projects 
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Exhibit  111-3 


As  might  be  expected,  most  users  choose  HP-UX  and  AIX  as  their 
operating  systems  (see  Exhibit  III-3). 

Underlying  Operating  Systems 
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B Oracle  is  Database  of  Choice  for  R/3  Users 

The  overwhelming  majority  of  R/3  users  choose  Oracle  as  their 
database  platform  (see  Exhibit  III-4). 

Exhibit  111-4 


Underlying  Database  Platforms 


090 
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Clearly  the  SAP/Oracle  relationship  is  at  the  moment  symbiotic; 
Oracle’s  strategy  will  however  become  an  increasing  threat  as  it 
further  penetrates  the  business  applications  market. 

Oracle  are  aggressively  pursuing  a strategy  of  adding  functionality 
to  their  own  enterprise  application  product,  Oracle  Financials  in  an 
attempt  to  compete  more  fully  with  R/3.  Indeed,  Oracle  recently 
acquired  Datalogix,  a company  that  develops  client/server  software 
for  process  manufacturing. 

Understandably,  SAP  have  recently  formed  close  relationships  with 
both  Informix  and  Microsoft  in  order  to  avoid  becoming  too 
intertwined  with  a competitor.  This  offers  Informix  and  Microsoft 
opportunities  in  SAP-related  markets. 

Windows  is  the  dominant  front  end  for  SAP  R/3  users  with  over 
70%  of  this  enterprises  using  Microsoft  technology  as  their  GUI. 


C SAP-Related  History 


Exhibit  111-5 


Given  the  richness  of  R/3’s  functionality  and  its  ability  to  fully 
benefit  from  client/server  environments,  it  is  not  surprising  the 
most  users  of  SAP  products  did  not  migrate  from  R/2.  Instead,  R/3 
is  attractive  to  enterprises  that  have  invested  in  client/server 
infrastructures  and  seek  applications  that  can  leverage  that 
environment.  In  fact,  less  than  5%  of  SAP  users  in  the  UK  migrated 
from  R/2  (see  Exhibit  III-5).  For  nearly  three-quarters  of  UK  SAP 
users,  their  R/3  projects  were  their  first  relationships  with  SAP. 

SAP-Related  History 
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These  findings  demonstrate  that  the  cost  of  installing  either  version 
of  SAP  product  is  such  that  the  cost  of  scrapping  this  investment 
and  investing  again  in  new  versions  of  the  software  is  prohibitive. 

Thus,  an  organisation  that  has  invested  heavily  on  R/2  in  the  last 
five  to  seven  years  is  likely  to  remain  dependent  on  this  system  and 
be  reluctant  to  engage  in  a major  new  investment. 

The  other  dynamic  in  this  area  is  that  organisations  with  SAP 
products  are  beginning  to  outsource  these  systems  when  they  are 
operational;  8%  of  organisations  have  outsourced  R/3  based  systems 
whilst  only  2%  have  outsourced  R/2  systems. 

D SAP  Implementation 

The  cost  of  R/2  implementation  is  more  than  double  that  of  R/3  (see 
Exhibit  III-6).  This  can  be  explained  by  usage  of  R/2  for  customer 
applications  with  very  high  transaction  volumes,  Many  such 
applications  cannot  yet  be  handled  by  client/server  systems. 
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Essentially,  R/2  has  a niche  market  at  the  very  high  end  of  the 
market. 


Exhibit  1 1 1-6 


Exhibit  111-7 


Cost  of  SAP  Implementation 
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When  broken  down,  some  interesting  findings  emerge.  In  the  case 
of  R/3,  business  process  re-engineering  accounts  for  over  20%  of 
total  implementation  costs  with  the  cost  of  central  hardware 
approaching  the  20%  mark  (see  Exhibits  III-7  and  III-8). 


In  the  case  of  R/2,  miscellaneous  internal  costs  account  for  nearly 
half  of  the  total  cost  of  implementation.  Internal  staffing  costs  was 
the  most  frequently  mentioned  component  of  the  ‘other’  category. 


Cost  of  SAP  Implementation  by  Category 
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Exhibit  111-8 


44  R/3  Users;  8 R/2  Users  Cost  (£  '000s) 


□ R/2 

□ R/3 


Implementation  Categories  as  a Proportion  of  the  Total  Cost  of 

SAP  Implementation 
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Direct  Consulting  from 
SAP 


Other 


44  R/3  Users;  8 R/2  Users 


% of  Implementation  Cost 


INPUT  asked  SAP  users  to  indicate  their  implementation 
approaches  (see  Exhibits  III-9  and  III- 10). 


Exhibit  111-9 


R/2  Implementation  Approach 
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Exhibit  111-10 


Exhibit  111-11 


R/3  Implementation  Approach 


% of  Users 

44  R/3  Users 


Interestingly,  the  ‘Big  Bang’  approach  was  the  most  common 
approach  to  R/3  implementation.  This  can  be  explained  by  the 
strongly  business-oriented  motivations  behind  SAP 
implementation. 

Many  enterprises  are  finding  that  the  implementation  of  SAP 
products  does  not  necessarily  give  the  organisation  a competitive 
advantage.  More  often,  enterprises  find  that  implementation  is 
necessary  just  to  remain  competitive.  For  this  reason,  there  is  often 
a sense  of  urgency  behind  the  implementation  of  SAP’s  R/3. 

Over  the  past  year,  SAP  has  received  negative  publicity  regarding 
the  length  of  product  implementation  times.  However,  product 
implementation  times  are  becoming  increasingly  difficult  to 
measure  given  that  much  implementation  time  is  attributable  to 
business  process  re-engineering. 

Thus,  implementation  times  are  very  much  a function  of  customer 
business  processes.  80%  of  R/2  implementations  take  longer  than  9 
months  whereas  50%  of  R/3  implementations  take  over  9 months 
(see  Exhibits  III-ll  and  III- 12).  This  can  be  explained  by  the  fact 
that  R/2  is  deployed  in  the  largest  enterprises. 

R/2  Implementation  Times 
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R/3  Implementation  Times 


44  R/3  Users 

Contrary  to  the  much  publicised  concern  regarding  SAP 
implementation  times,  meeting  deadlines  was  the  area  that  SAP 
users  mentioned  most  frequently  when  asked  to  indicate 
implementation  characteristics  with  which  they  were  most 
satisfied. 
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Exhibit  111-13 


However,  it  was  an  area  that  was  often  mentioned  as  something 
that  dissatisfied  users. 

Typically  smaller  companies  have  concerns  regarding 
implementation  times.  SAP  has  responded  by  enabling 
implementors  to  configure  only  the  elements  of  R/3  which  are 
needed  in  any  particular  implementation.  This  approach  simplifies 
installation  decisions  and  masks  much  of  the  product’s  complexity. 

As  Exhibit  III- 12  reveals,  there  is  no  pattern  to  R/3  implementation 
times  — they  vary  widely.  This  reinforces  the  fact  that 
implementation  times  are  increasingly  dependent  on  the  business 
process  re-engineering  that  occurs  and  less  reliant  on  product- 
specific  features. 

On  average,  expected  payback  times  for  R/2  are  longer  than  for  R/3 
(see  Exhibit  III- 13)  which  further  indicates  that  many  R/2  users  are 
reluctant  to  migrate  to  R/3. 


Expected  Payback  Periods 


UQ11 


E Use  of  Modules 

One  of  the  undoubted  factors  in  SAP’s  success  has  been  the 
modular  nature  of  its  software  products.  Both  R/2  and  R/3  have 
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Exhibit  111-14 


application  modules  that  provide  coverage  over  a wide  sweep  of  an 
organisation’s  value  chain,  including  financials,  logistics,  payroll 
and  human  resources,  manufacturing  and  sales  and  marketing. 

This  characteristic  has  allowed  users  to  select  only  the  appropriate 
functionality  required,  to  develop  applications  in  a phased,  iterative 
way,  and  to  integrate  SAP  product  into  an  existing  infrastructure. 
These  qualities  are  shared  by  both  SAP’s  mainframe  and 
client/server  product,  but  R/3’s  modularity  in  particular,  due  to  its 
distributed  nature,  has  been  recognised  by  users  as  key. 

Only  5%  of  all  UK  SAP  users,  and  4%  of  R/3  users,  have 
implemented  the  total  product  or  all  SAP  modules.  The  most 
broadly  used  module  in  the  sample  is  the  financial  module  (see 
Exhibit  III- 14);  over  60%  of  all  companies  had  implemented  the 
complete  financial  module.  Though  this  module  is  in  itself  modular, 
in  that  there  are  sub-components  such  as  general  ledger,  accounts 
receivable  etc.,  the  large  majority  of  organisations  have  clearly 
chosen  to  implement  a complete  financials  package  rather  than 
construct  a piece-meal  version. 

Implementation  of  R/3  Modules 
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INPUT  asked  users  who  would  consider  implementing  SAP 
products  whether  they  would  implement  certain  modules  or  the 
total  SAP  product.  Not  surprisingly,  three-quarters  of  potential 
users  would  implement  certain  modules  that  matched  their  specific 
business  needs  if  they  implemented  SAP’s  products  (see  Exhibit  HI- 
15). 


Exhibit  111-15 


Likely  Implementation  by  Potential  SAP  Users 


1-14 


© 1996  by  INPUT.  Reproduction  Prohibited. 


MSU1 


ENTERPRISE-WIDE  DATABASE  SERVICES,  EUROPEAN  USER  PERSPECTIVES, 


INPUT 


NVQ4L 


Certain  Total  DK/NA 
Modules  Product 
Sample:  61 


Most  of  these  potential  users  would  implement  R/3.  Only  5%  said 
that  they  would  implement  the  R/2  product. 


Nearly  50%  of  potential  users  would  implement  SAP  financials  if 
they  undertook  an  SAP  implementation  (see  Exhibit  III- 16).  Given 
that  only  20%  of  SAP  users  have  implemented  SAP’s  logistics 
modules,  it  is  interesting  to  note  that  nearly  40%  of  potential  users 
would  implement  the  logistics  module. 


Exhibit  111-16 


Likely  Modules  to  be  Implemented  by  Potential  SAP  Users 
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User  Needs  i 


cr/l  , 


This  chapter  analyses  user  and  potential  user  attitudes  to  SAP’s 
R/2  and  R/3  products  and  services  delivered  by  SAP  and  its 
partners. 

Based  on  user  attitudes,  it  offers  commentary  on  user  needs. 


SAP’s  products  are  widely  believed  to  improve  efficiency  and  reduce 
costs  within  enterprises.  Enterprises  thus  gain  additional  resources 
to  invest  in  core  operations  enabling  them  to  improve  their 
competitive  positions.  Consequently,  increasing  emphasis  has  been 
placed  on  functionality  and  the  range  of  business  processes  that  can 
be  integrated  into  an  SAP  system. 

Users  were  asked  to  indicate  their  levels  of  satisfaction  with  several 
elements  of  the  SAP  product  that  they  had  implemented. 

Exhibit  IV-1  reveals  the  satisfaction  levels  of  R/2  users  overall  with 
the  product  and  with  discrete  elements  of  the  product. 


A User  Satisfaction  with  SAP  Product 


Exhibit  IV-1 
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User  Satisfaction  with  R/2 
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INPUT  asked  the  same  questions  to  R/3  users  and  found  that  the 
responses  were  broadly  similar  (see  Exhibit  IV- 2).  Interestingly,  for 
both  R/2  and  R/3,  price  is  the  characteristic  with  which  users  are 
the  least  satisfied,  which  suggests  that  more  emphasis  on  pricing 
would  lead  to  positive  results. 


Exhibit  IV-2 


User  Satisfaction  with  R/3 
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B Objectives  Behind  SAP  Implementation 


Exhibit  IV-3 


The  three  major  objectives  behind  the  implementation  of  SAP’s  R/3 
(see  Exhibit  IV-3)  are: 

• Gaining  new  systems  functionality 

• Remaining  competitive 

• Integrating  existing  applications. 

For  R/2  (see  Exhibit  IV-3),  the  three  major  objectives  are  not 
dissimilar: 

• Integrating  existing  applications 

• Gaining  new  systems  functionality 

• Using  ‘best  of  breed’  software. 

Major  Objectives  Behind  SAP  Implementation 
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The  development  of  the  SAP  services  market  will  be  strongly 
influenced  by  the  perceptions  of  users  who  are  planning  to 
undertake  large  scale  systems  development  or  integration  projects 
over  the  next  year. 


INPUT  asked  61  users,  who  would  consider  using  an  SAP  business 
application,  the  major  objectives  behind  such  a project  (see  Exhibit 
III-4).  Services  vendors  must  find  ways  of  assisting  customers  in 
meeting  these  objectives. 


Exhibit  IV-4 


Major  Objectives  of  SAP  Implementation  for  Potential  Users 
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Interestingly,  users  who  are  considering  implementing  SAP 
products  view  generic  business-related  issues  such  as  gaining  a 
competitive  advantage  and  remaining  competitive  as  the  two  main 
objectives  behind  SAP  implementation. 

Existing  SAP  users  place  greater  importance  on  more  IT-related 
issues  such  as  integrating  existing  applications  and  gaining  new 
systems  functionality. 

However,  the  differences  between  the  objectives  of  the  two  groups 
are  relatively  minor  which  indicates  that  awareness  of  the 
capabilities  of  SAP  products  exists  in  target  market  areas. 
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Exhibit  IV- 5 


Lowering  IT  costs  is  not  a major  objective  in  the  SAP  marketplace. 
Systems  integration  (SI)  projects  involving  the  implementation  of 
business  applications  are  increasingly  becoming  perceived  as 
increased  IT  expenditures.  However,  this  additional  expenditure  is 
expected  to  lead  to  sizeable  cost  savings  within  other  areas  of  the 
business. 


Having  established  the  major  objectives  behind  SI  projects 
involving  the  implementation  of  SAP  products,  INPUT  asked  SAP 
users  to  indicate  the  extent  to  which  objectives  had  been  met  as  a 
result  of  the  implementation  of  SAP’s  products  (see  Exhibit  IV-5). 
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Although  users  express  greater  overall  satisfaction  with  R/3  than 
with  R/2,  R/2  has  been  able  to  satisfy  user  objectives  to  a greater 
extent  than  R/3. 

Many  users  purchase  SAP  products  in  order  to  gain  a competitive 
advantage.  However,  most  R/3  users  do  not  believe  that  this 
objective  is  met  to  any  significant  degree.  Instead,  they  have  found 
that  many  of  their  competitiors  have  also  implemented  R/3  and 
that  the  product  has  been  necessary  just  in  order  to  remain 
competitive  in  their  marketplaces. 

One  of  the  major  user  objectives  is  to  gain  new  systems 
functionality  from  an  SAP  implementation.  This  objective  has  been 
satisfied  for  most  SAP  users. 

INPUT’S  study  reveals  that  the  five  major  reasons  why  users 
choose  SAP  products  are  that  they  are  perceived  to  offer: 

• A more  fully  integrated  solution  than  competing  products 

• Wider  coverage  of  application  areas  than  competing  products 

• Greater  functionality  than  competing  products 

• Greater  stability/robustness  than  competing  products 

• A global  solution  in  terms  of  the  multilingual,  multicurrency 
capabilities. 

Users  indicated  that  the  aforementioned  reasons  for  choosing  SAP 
products  were  also  the  five  major  strengths  of  the  products. 

The  five  major  weaknesses  of  SAP  products  are  perceived  by  users 
to  be: 

• Poor  on-going  support 

• The  cost  of  implementation 

• The  complexity  of  implementation 

• Poor  usability;  the  front  ends  are  not  considered  to  be  user 
friendly  by  many  customers 

• The  lack  of  SAP  skills  in  the  marketplace. 
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C User  Satisfaction  with  SAP  Services  Delivered  by  External  Vendors 

INPUT  asked  R/3  users  to  indicate  their  levels  of  satisfaction  with 
various  aspects  of  services  centred  around  R/2  and  delivered  by 
external  services  vendors  (see  Exhibit  IV-6). 


Exhibit  IV-6 
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Exhibit  IV-7 


Despite  the  fact  that  many  users  mentioned  on-going  support  as  a 
weakness  relating  to  SAP  products,  R/2  users  express  a high  degree 
of  satisfaction  with  the  maintenance  provided  by  their  services 
vendors.  Although  there  is  scope  for  improvement  in  the  delivery  of 
all  aspects  of  the  services  centred  around  R/2,  training/skills 
transfer  and  meeting  cost/price  calculations  are  the  areas  that  are 
in  particular  need  of  improvement  for  R/2  services  vendors. 

INPUT  asked  R/3  users  to  express  their  levels  of  satisfaction  with 
various  aspects  of  services  centred  around  R/3  and  delivered  by 
external  services  vendors  (see  Exhibit  IV-7). 

R/3  User  Satisfaction  with  Services  Delivered  by  External 

Vendors 
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meet  deadlines  and  implement  R/3  are  relatively  high.  However, 
there  is  scope  for  improvement  in  most  areas,  notably  in 
maintenance,  business-related  services,  facilities  management  and 
desktop-related  services.  On-going  support  is  an  area  of  particular 
importance,  given  that  users  mention  it  most  frequently  as  a 
weakness  of  SAP  products  and  for  R/3  at  least,  the  average 
satisfaction  level  is  modest  at  best. 
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D Use  of  Tools  and  Methodologies 


Exhibit  IV-7 


Exhibit  IV-8 


INPUT  asked  SAP  users  which  methodologies  or/and  tools  then- 
services  provider  used  (see  Exhibit  IV-7). 


Use  of  Tools  & Methodologies 
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Formal  implementation  methodologies  such  as  Structured  Systems 
Analysis  and  Design  Method  (SSADM)  were  the  most  commonly 
used  approaches  to  SAP  implementation  with  over  half  of  R/3  users 
opting  for  such  an  approach. 


Users  were  asked  to  express  their  level  of  satisfaction  with  the 
methodologies/tools  used  by  external  services  vendors  for  their  SAP 
implementations  (see  Exhibits  IV-8  to  IV-11). 


User  Satisfaction  with  Formal  Implementation  Methodologies 
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Exhibit  IV-9 


Exhibit  IV-10 
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Users  are  more  satisfied  with  formal  implementation  methodologies 
than  any  other  approach.  Half  of  the  user  sample  expressed  a high 
degree  of  satisfaction  with  the  use  of  formal  implementation 
methodologies  by  external  vendors. 

User  Satisfaction  with  Proprietary  Implementation  Tools 


Low 

Sample:  14 


Satisfaction 


High 


Users  expressed  less  satisfaction  with  proprietary  implementation 
tools  than  with  formal  implementation  methodologies.  Nearly  as 
many  users  expressed  high  levels  of  dissatisfaction  as  expressed 
high  levels  of  satisfaction. 


User  Satisfaction  with  Business  Modelling  Tools 
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Low  Satisfaction  High 

Sample:  7 

Overall,  users  responded  indifferently  to  the  use  of  business 
modelling  for  SAP  product  implementations. 


Exhibit  IV- 11 


Users  of  SAP’s  Business  Engineering  Workbench  (BEW)  express 
differing  satisfaction  levels  regarding  this  tool.  Over  half  of  the 
sample  express  high  levels  of  satisfaction  and  nearly  half  express 
low  levels  of  satisfaction.  This  indicates  that  some  enterprises  are 
using  the  tool  to  its  full  potential  while  others  are  not  using  it 
appropriately.  Services  vendors  should  ensure  that  users  are  aware 
of  the  full  benefits  of  BEW  and  are  able  to  realise  its  benefits. 


E Areas  for  Improvement 

Nearly  40%  of  R/3  users  revealed  that  they  encountered  significant 
problems  with  their  systems  (see  Exhibit  IV- 12) 
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Exhibit  IV-12 


Proportion  of  Users  Encountering  Significant  Problems  with  their 

Systems 
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Exhibit  IV-13 


Over  a third  of  users  indicated  that  problems  with  their  SAP 
systems  are  related  to  systems  response  (see  Exhibit  IV-13).  Nearly 
a third  of  enterprises  encountered  problems  with  obtaining  users 
with  appropriate  skills. 
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INPUT  asked  SAP  users  to  indicate  what  areas  they  believed 
required  further  investment  in  order  to  improve  the  usage  of  their 
SAP  systems  (see  Exhibit  IV-14). 

Areas  in  which  Further  Investment  would  Improve  Usage  of  SAP 

Systems 
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INPUT’S  survey  reveals  that  there  is  a shortage  of  skilled  users  of 
SAP  systems.  There  are  insufficient  skills  in  the  marketplace 
relating  to  using  SAP  products  for  business  purposes.  Nearly  50% 
of  users  believe  that  further  investment  is  required  in  the  area  of 
end  user  training.  There  is  also  a shortage  of  technical  skills 
relating  to  SAP  products. 


When  INPUT  asked  users  to  specify  the  elements  of  their  SAP 
project  with  which  they  were  most  satisfied,  speed  of 
implementation  was  by  far  the  most  commonly  mentioned  aspect. 
The  three  elements  of  their  SAP  projects  that  users  were  most 
satisfied  with  were: 


• The  speed  of  implementation 

• The  project  remaining  within  budget  constraints 

• Successfully  re-engineering  business  processes. 
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The  shortage  of  SAP  skills  becomes  more  apparent  when  users  are 
asked  the  elements  of  their  SAP  projects  with  which  they  are  most 
dissatisfied.  The  three  most  frequently  mentioned  elements  of  SAP 
projects  with  which  users  are  dissatisfied  are: 


• Poor  end  user  training 

• The  cost  of  the  project  exceeding  the  planned  budget 

• Poor  on-going  support. 

Three-quarters  of  all  SAP  users  believed  that  there  were  no  unmet 
requirements  from  their  SAP  implementation  processes  (see 
Exhibit  IV- 15). 


Exhibit  IV-15 


Proportion  of  Users  with  Unmet  Requirements  from  the 
Implementation  Process 
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However,  of  those  users  that  had  unmet  requirements,  the  three 
most  commonly  mentioned  requirements  were: 


• Having  a basis  for  on-going  support 

• Risk  management 

• Full  integration  of  the  system  across  the  enterprise. 


Over  half  of  the  users  who  mentioned  that  their  services  provider 
did  not  meet  all  requirements  related  to  implementation  believe 
that  other  SAP  services  providers  offer  the  unmet  services  (see 
Exhibit  IV- 16). 
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Exhibit  IV-16 


UQ  z7c 

Proportion  of  Users  who  Believe  that  Alternative  Services 
Providers  Can  Meet  Their  Unfulfilled  Requirements 


The  SAP  services  market  is  maturing  rapidly  in  the  UK.  Vendors 
who  do  not  offer  a comprehensive  suite  of  services  that  answer  user 
concerns  will  increasingly  lose  custom  to  their  competitors. 
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Market  Development 


This  chapter  analyses  the  development  of  the  SAP  services  market. 
It  examines  the  use  of  external  services  vendors  by  enterprises,  the 
selection  criteria  used  to  select  a services  vendor  and  the  type  of 
contract  preferred  by  users. 

A Market  Growth 

The  market  for  SAP  related  services  reached  £95  million  in  1995 
(see  Exhibit  V-l).  INPUT  estimates  that  it  will  reach  £200  million 
in  1995. 


In  the  first  6 months  of  1995,  SAP’s  UK  revenues  grew  by  300%. 
However,  this  growth  has  been  declining  ever  since  as  a result  of 
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both  stiffer  competition  in  the  business  applications  market  and  a 
larger  installed  base. 

Services  revenues  are  estimated  to  be  three  times  the  size  of  SAP’s 
product  revenues  at  present.  However,  this  ratio  is  likely  to  fall  to 
about  2.5:1  as  the  end  of  the  century  approaches.  This  is  reflected 
in  the  modest  (by  SAP  standards)  CAGR  for  SAP-related  services  of 


Influences  on  the  SAP  services  market  include: 

• Emphasis  on  reducing  implementation  times 

• Efforts  to  reduce  the  complexity  of  R/3  for  smaller 
organisations 

• Moves  away  from  time  and  materials  contracts  and  towards 
fixed  price  contracts 

• Pre-loading  R/3  onto  hardware;  H-P  now  offer  hardware  with 
R/3  pre-installed 

• Greater  competition  in  the  marketplace 

• An  increase  in  SAP-related  skills. 

Although  SAP’s  phemonenal  growth  and  the  resulting  growth  of  the 
market  for  SAP-related  services  can  be  expected  to  stabilise,  the 
prospects  for  steady  healthy  growth  are  good. 

Indeed,  two-thirds  of  enterprises  that  will  embark  on  a large-scale 
development  project  or  SI  initiative  in  the  next  12  months  revealed 
that  they  would  use  packaged  business  application  software  such  as 
SAP’s  R/3  (see  Exhibit  V-2). 


16%. 


Exhibit  V-2 


Would  Users  Purchase  Packaged  Business  Application  Software 
for  Large-Scale  Development  or  Integration  Projects? 
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Exhibit  V-3 


Yes  No  DK/NA 

Sample:  118 


Of  those  that  do  not  intend  to  use  packaged  business  application 
software,  over  80%  will  customise  the  application. 

70%  of  users  who  are  planning  to  embark  on  a large  scale 
development  or  SI  project  over  the  next  year  revealed  that  they 
would  use  external  services  vendors  to  assist  them  with  their 
application  development  or  SI  initiatives  (see  Exhibit  V-3). 


Would  Enterprises  Use  External  Services  Vendors  to  Assist 

Application  Development  or  SI  Initiatives?  f\][J(^  ^ 
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Of  those  users  that  intend  to  use  an  external  services  vendors,  most 
will  source  their  services  from  systems  integrators,  management 
consultants  and  systems  houses  (see  Exhibit  V-4). 
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Exhibit  V-4 


* 


Choice  of  Services  Vendor  by  Vendor  Type 
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In  order  to  ascertain  the  areas  in  which  potential  SAP  users  spend 
most  of  their  IT  budgets,  INPUT  asked  non-users  of  SAP  products 
who  are  planning  to  undertake  large  scale  systems  development 
projects  over  the  next  year  to  indicate  the  priorities  of  their 
external  spend  (see  Exhibit  V-5) 


Exhibit  V-5 


Priorities  of  External  IT 


Spend'for  Potential  Users  of  SAP 
Products 


1-4 


1996  by  INPUT.  Reproduction  Prohibited 


MSU1 


ENTERPRISE-WIDE  DATABASE  SERVICES,  EUROPEAN  USER  PERSPECTIVES 


INPUT 


Exhibit  V-6 


Sample:  118  L°W  Prior Hi3h 


Systems  integration,  and  maintenance  and  support  are  the  main 
priorities  in  terms  of  IT  spend  for  prospective  SAP  customers. 


Prospective  users  were  then  asked  to  indicate  the  proportion  of 
their  external  IT  spend  that  is  attributable  to  various  activities  (see 
Exhibit  V-6). 


Zfirf 

Proportion  of  IT  Spend  Attributable  to  Services  Elements  for 

Prospective  SAP  Users  kl[/l  Q 3 


Sample:  118  % of  Spend 
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Maintenance  and  support  along  with  applications  development,  and 
systems  integration  accounted  for  the  bulk  of  external  IT  spend  for 
prospective  SAP  customers. 


B Use  of  External  Vendors 

Much  of  SAP’s  recent  success  can  be  attributed  to  its  extensive  use 
of  partners  for  the  implementation  of  its  products.  However,  most 
users  approached  SAP  directly  (70%  for  R/2  and  67%  for  R/3)  in 
order  to  purchase  SAP  products  (see  Exhibit  V-7). 


Exhibit  V-7 


Exhibit  V-8 


Who  Did  Users  Approach  to  Purchase  SAP  Products? 


Directly  Partner 
44  R/3  Users;  8 R/2  Users 


□ R/2 

□ R/3 


A similar  proportion  of  users  who  are  considering  embarking  on  an 
SAP  project  over  the  next  year  stated  that  they  would  approach 
SAP  directly  in  order  to  purchase  SAP  products  (see  Exhibit  V-8). 


Who  Would  Potential  SAP  Users  Approach  to  Purchase  SAP 

Products? 
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Exhibit  V-9 


SAP  Third  DK/NA 

Directly  Party 

Sample:  61 


These  findings  suggest  that  the  capabilities  of  SAP’s  services 
partners  must  be  publicised  more  widely  as  small  and  medium- 
sized firms  increasingly  demand  integrated  business  applications 
such  as  SAP’s  R/3. 

The  major  reasons  for  choosing  external  services  vendors  are 
related  to  technical  issues.  The  complexity  of  SAP’s  products  has 
resulted  in  a shortage  of  technical  skills  centred  around  the 
products.  Users  are  therefore  keen  to  involve  external  vendors  with 
technical  implementation  skills,  functional  application  skills  and 
programming  skills  (see  Exhibit  V-9). 

Major  Reasons  for  Choosing  External  Assistance 
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Most  users  believe  that  Logo  Partner  accreditation  is  important  for 
external  vendors  who  wish  to  be  successful  in  the  SAP  services 
market.  Logo  Partner  accreditation  was  very  important  to  over  two 
thirds  of  enterprises  when  selecting  their  SAP  services  vendor  (see 
Exhibit  V-10). 


Exhibit  V-10 


Importance  of  Logo  Partner  Accreditation  in  Services  Vendor 
Selection ^ 
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Furthermore,  three-quarters  users  who  are  considering  embarking 
on  an  SAP  project  within  the  next  year  will  seek  Logo  Partner 
accreditation  when  choosing  an  external  services  vendor  (Exhibit  V- 

11). 
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Exhibit  V-11 


Importance  to  be  Logo  Partner  Accreditation  to  Potential  SAP 
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A quarter  of  users  found  out  about  their  services  partners  via  SAP 
(see  Exhibit  V-12).  An  equal  proportion  had  worked  with  their 
services  vendor  previously.  Only  2%  of  SAP  services  customers 
found  out  about  their  services  vendor  from  the  media. 

0 . Jr  . 

Services  vendors  have  an  opportunity  gain  a competitive  edge  by 
using  carefully  targeted  media  vehicles  to  promote  their  SAP- 
related  activities. 


Exhibit  V-12 


Exposure  of  Services  Vendors 
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C Vendor  Selection/Decision  Criteria 


When  asked  to  reveal  the  most  important  selection  criteria  in  their 
choice  of  services  partner,  SAP  users  believe  that  the  application 
knowledge  and  technical  capability  of  their  services  partner  are  key 
(see  Exhibit  V-13  and  Exhibit  V-14). 

Exhibit  V-1 3 

Most  Important  Criteria  for  R/2  Services  Vendor  Selection 
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Exhibit  V-14 

Most  Important  Criteria  for  R/3  Services  Vendor  Selection 
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More  importantly  for  SAP  services  vendors,  potential  SAP  users 
view  the  quality  of  reference  sites  as  the  most  important  criterion 
in  the  selection  of  a services  partner  (see  Exhibit  V-15). 


Exhibit  V-15 


Most  Important  Criteria  for  the  Selection  of  Services  Vendors  by 

Potential  SAP  Users 
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Offering  potential  users  case  studies  and  positive  feedback  from 
existing  customers  is  becoming  critical  in  order  to  win  SAP  services 
contracts. 


D Contract  Types 

In  order  to  enjoy  continued  success  in  the  SAP  services  market, 
services  vendors  must  offer  fixed  price  contracts.  Over  40%  of  SAP 
users  purchased  contracts  on  a time  and  materials  basis  (see 
Exhibit  V-16). 


Exhibit  V-16 


SAP  Services  Contract  Type 
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Exhibit  V-1 7 


Sample:  52 


However,  nearly  two-thirds  of  users  who  are  planning  to  undertake 
large-scale  systems  development  or  integration  projects  over  the 
next  year  favour  paying  a fixed  price  to  an  services  vendor  (see 
Exhibit  V-1 7). 


Preferred  Contract  Type  for  Potential  SAP  Users 
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Given  the  complexity  and  therefore  the  risk  involved  in  SAP 
projects,  services  vendors  would  be  well  advised  to  introduce  fixed 
price  contracts  wherever  possible. 
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This  chapter  analyses  user  perceptions  of  vendors  of  products 
competing  with  SAP  products  and  user  perceptions  of  SAP  services 
partners. 


A SAP  Partnering 


With  the  introduction  of  the  R/3  product  range,  SAP  has  developed 
an  extensive  partner  program. 

SAP  is  leveraging  the  skills  of  its  partners  to  provide  an  extensive 
range  of  services  to  support  SAP  projects. 

These  partners  allow  enterprises  to  choose  services  offerings  that 
match  their  business  needs  most  closely. 

SAP  has  established  a partnering  model  based  on  six  different 
types  of  partner  (see  Exhibit  VI- 1). 


Exhibit  VI-1 


SAP  Partner  Program 
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collaboration  with  SAP,  provide  a platform  for  the  operation  of  R/3. 

SAP’s  hardware  partners  in  the  UK  are:  Bull,  Compaq,  Data 
General,  Dell,  DEC,  Fujitsu,  H-P,  Hitachi,  IBM,  Intergraph,  NCR, 
NEC,  Sequent,  SNI  (Pyramid)  and  Sun. 


Technology  Partners 

Technology  partners  include  vendors  of  databases,  operating 
systems,  networking  software  and  other  software  with  which  SAP 
software  can  interface.  These  alliances  encourage  partners  to  co- 
ordinate their  activities  with  SAP  in  order  to  ensure  that  their 
products  can  support  SAP  products. 

SAP’s  technology  partners  in  the  UK  are:  Apple,  H-P,  IBM,  IDS, 
Intel,  Informix,  iXOS,  Microsoft,  Oracle  and  Software  AG. 


Consulting  Partners 


Consulting  partners  are  business  and  technology  firms  that  offer 
assistance  in  all  phases  of  an  R/3  product  lifecycle  from  planning 
and  design  to  on-going  support. 

SAP  groups  its  consulting  partners  into  three  categories: 
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• Global  Logo  Partners  are  the  largest  and  most  experienced 
consulting  partners.  These  firms  are  typically  multinationals 
that  can  offer  services  across  all  major  vertical  industries. 
SAP’s  Global  Logo  Partners  are:  Andersen  Consulting,  Coopers 
and  Lybrand,  CSC,  DEC,  EDS,  Ernst  and  Young,  H-P,  IBM, 
ICS  (Deloitte  and  Touche),  KPMG,  Origin,  Price  Waterhouse 
and  SNI. 

• National  Logo  Partners  are  firms  with  the  resources  to  provide 
SAP  services  throughout  one  country.  SAP’s  National  Logo 
Partners  in  the  UK  are:  121  Consulting,  Axon,  Bull,  CMG 
(UK)  Ltd,  Data  Sciences  (UK)  Ltd,  Diagonal,  Druid,  Easams, 
IBS,  Interim,  Morse,  PA  Consulting,  Plaut  (UK)  Ltd,  and 
Softlab. 

• Implementation  Partners  are  firms  that  provide  more  localised 
or  specialised  SAP  services.  In  the  UK  at  present,  Access 
Consulting  is  the  only  Implementation  Partner. 

Value  Added  Resellers 

SAP  UK  has  launched  its  Reseller  Programme  for  R/3.  The 
objective  of  this  programme  is  to  tap  the  low  end  of  the  market 
consisting  of  small  and  medium-sized  companies.  Firms  who  have 
achieved  the  appropriate  accreditation  from  SAP  and  joined  its 
Reseller  Programme  in  the  UK  include:  Apex  Systems,  MX 
Business  Systems  and  PS  Industries. 

Complementary  Software  Partners 

SAP's  Complementary  Software  Program  is  designed  to  integrate 
third  party  products  with  SAP’s  product  line.  SAP  co-operates  with 
these  partners  on  a product  by  product  basis  with  software 
publishers  who  wish  to  integrate  their  products  with  the  R/3  system 
via  either  standardised  or  certified  interfaces.  SAP  certifies  product 
that  can  interface  with  R/3. 

F Development  Partners 

SAP’s  Development  Partners  are  firms  that  work  with  it  to  develop 
future  releases  of  its  products.  These  firms  offer  business,  technical, 
or  industry  expertise  that  complements  and  extends  SAP’s  existing 
capabilities. 
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B User  Perceptions  of  Partners 


As  services  providers  attempt  to  capitalise  on  the  rush  to 
implement  SAP’s  R/3,  market  visibility  and  user’s  perceptions  of 
vendor  competence  are  becoming  critical. 

INPUT  asked  potential  users  of  SAP  products  to  indicate  their 
perceptions  of  a number  of  SAP  services  providers.  Appendix  A 
illustrates  user  responses  in  detail  for  each  vendor. 

Exhibit  VI-2  illustrates  potential  user  perceptions  of  SAP’s  Global 
Logo  Partners. 


Exhibit  VI-2 


Perceived 

Competence 


Market  Perceptions  of  SAP  Global  Logo  Partners 
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Users  are  aware  of  the  SAP-related  activities  of  most  of  SAP’s 
Global  Logo  Partners.  Awareness  of  the  activities  of  IBM,  Andersen 
Consulting,  Cap  Gemini,  Coopers  & Lybrand,  EDS,  KPMG,  Price 
Waterhouse  and  H-P  is  particularly  high.  Most  of  these  services 
vendors  are  considered  to  offer  high  levels  of  competence  in  the 
delivery  of  services  centred  around  SAP  products. 

DEC  has  reasonably  high  market  visibility  but,  users  do  not  rate  it 
highly  in  terms  of  competence.  CSC  is  literally  middling  both  in 
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terms  of  market  visibility  and  perceived  competence.  Interestingly, 
few  potential  users  are  aware  of  SNI’s  SAP  services  activities  and 
those  that  are  do  not  perceive  its  as  a capable  SAP  services  vendor. 
This  is  surprising,  given  that  in  Germany  it  is  a well  known  and 
highly  regarded  SAP  services  vendor.  Origin  must  also  work  to 
enhance  its  image  in  the  UK  market  as  an  SAP  services  provider. 

SAP’s  National  Logo  Partners  in  the  UK  are,  on  the  whole,  less  well 
known  to  potential  users  (see  Exhibit  VI-3). 

Exhibit  VI-3 

Market  Perceptions  of  SAP  National  Logo  Partners 


CMG  are  an  unusual  National  Logo  Partner  in  the  sense  that  over 
50%  of  potential  SAP  users  were  aware  of  both  it  and  its  SAP 
services  activities.  All  the  National  Logo  Partners  were  perceived  to 
offer  reasonably  high  competence  levels  with  the  exception  of  Bull. 
Druid  have  been  the  most  successful  vendor  in  terms  of 
engendering  an  image  of  SAP-related  competence  in  the  user 
community. 

Many  of  SAP’s  Platform  Partners  are  also  Logo  Partners.  Exhibit 
VI-4  illustrates  potential  users’  perceptions  of  SAP’s  Platform 
Partners. 


Exhibit  VI-4 
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Market  Perceptions  of  SAP  Platform  Partners 

Perceived 

Competence 


Market 

Visibility 


IBM,  H-P  and  Sun  are  perceived  as  reasonably  competent  SAP 
services  vendors  and  enjoy  relatively  high  market  visibility. 
However,  SNI,  Data  General,  and  Bull  must  work  to  increase 
market  visibility  and  potential  user  perceptions  of  their  abilities  to 
provide  SAP  services. 


C SAP’s  Competition 


Exhibit  VI-5 


A third  of  SAP  users  reveal  that  Oracle  applications  were 
considered  as  an  alternative  to  SAP  products  (see  Exhibit  VI-5). 

Vendors  Considered  as  SAP  Alternatives 
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Moreover,  when  users  who  are  planning  to  undertake  large-scale 
systems  development  or  integration  projects  over  the  next  year 
were  asked  to  indicate  whether  or  not  they  had  heard  of  a number 
of  business  applications  vendors,  nearly  all  of  them  were  aware  of 
Oracle  as  a business  applications  vendor.  SAP  is  in  fact  less  well 
known  to  these  users  as  a business  applications  vendor. 

Exhibt  VI-6 

Prospective  SAP  Users’  Awareness  of  Business  Applications 

Vendors 
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Perhaps  disturbingly  for  SAP,  over  60%  of  potential  users  indicated 
that  they  would  consider  using  Oracle  applications  whereas  just 
over  half  indicated  that  they  would  consider  using  SAP  products. 

Exhibit  VI-7 

Business  Applications  Vendors  Considered  by  Potential  Users 
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However,  when  prospective  users  were  asked  to  rate  their 
perception  of  each  vendor  as  a supplier  of  business  applications 
(l=low  regard,  5=high  regard),  SAP  was  rated  marginally  higher 
than  Oracle.  Interestingly,  several  vendors  who  have  relatively  low 
visibility  in  the  marketplace,  were  rated  highly  in  terms  of  user 
perception  of  their  capability  as  a business  applications  vendor, 
notably  Baan,  Systems  Union  and  QSP. 
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Exhibit  VI-8 


Prospective  Users’  Perception  of  Alternative  Vendors 


INPUT’S  findings  reveal  that  Oracle  has  now  emerged  as  a direct 
competitor  for  SAP.  Given  Oracle’s  recent  acquisitive  activity  (e.g. 
the  acquisition  of  Datalogix)  and  its  increased  applications  focus, 
competition  from  Oracle  will  become  more  intense. 
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Questionnaire  Respondent  Details 

Company  Name 
Respondent  Name 
Job  Title 

Total  Annual  Turnover 
Total  Number  of  Staff 
Total  IT  Budget 
Total  Number  of  IT  Staff 
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1 Are  you  planning  to  undertake  large  scale  systems  development  or  integration  projects  over 
the  course  of  the  next  year  ? 

Yes 

No 

Currently  Considering  — 

IF  “NO"  - PLEASE  TERMINATE  INTERVIEW 

2 What  applications  do  you  intend  implementing  over  the  course  of  the  next  year  ? 


/ST'What  are  the  current  priorities  of  your  external  IT  spend  ? (Please  rate  on  a scale  of  1 - 5 
where  1 = low  priority  and  5 = high  priority)  If  possible,  can  you  detail  what  percentage  of 
your  overall  IT  spend  is  on  these  external  services  ? 

Priority  (%)  of  Spend 

Systems  Integration 
Application  Development 
Outsourcing 
Training  & Education 
Consultancy 
Maintenance  & Support 

Other  (please  describe)  — — 
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4 To  what  extent  is  your  IT  operation  currently  focused  on  the  following  issues  ? (Please  rate 
on  a scale  of  1-5  where  1 = not  at  all  and  5 = very  strongly) 

Integrating  systems 

Cutting  IT  costs 

Changing  IT  platforms 

Creating  a new  information  architecture 

Improving  systems  development  processes 

Developing  cross-functional  information  systems 

Reengineering  business  processes  using  IT 

Developing  decentralised  systems 

Educating  non-IT  staff  on  IT 

Establishing  IT  connectivity  to  suppliers/customers 

Using  IT  for  competitive  advantage 

Using  leading  edge  technology 

Improving  IT  Human  Resources 

Integrating  IT  and  corporate  aims 

Other  (please  describe) 
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5 (a)  To  what  extent  is  your  IT  spend  directed  towards  the  following  business  functions  ? 
(Please  rate  on  a scale  of  1-5  where  1 = not  at  all  and  5 = very  strongly) 

Customer  Service  — 

Finance/Accounting 

Delivery/Logistics 

Sales 

Marketing 

Manufacturing 

Operations 

Merchandising 

Inventory 

Administration/Support  Functions 

Logistics  — 

IT  Infrastructure 
Research  and  Development 
Other  (please  describe) 
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(b)  Which  of  these  business  processes  do  you  most  need  implementation  or  integration 
assistance  with  both  presently  and  for  planned  (next  12  months)  projects  ? 

(Please  rate  on  a scale  of  1-5  where  1 = not  at  all  and  5 = very  strongly) 

Presently  Planned 


Customer  Service 
Finance/Accounting 
Delivery/Logistics 
Sales 

Marketing 

Manufacturing 

Operations 

Merchandising 

Inventory 

Administration/Support  Functions 
Logistics 
IT  Infrastructure 
Research  and  Development 
Other  (please  describe) 
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2_  ^(a)  Do  you  intend  using  packaged  business  application  software,  such  as  SAP’s  R/3  software 
product  in  a systems  development  or  systems  integration  project  ? 

Yes 

No 

(b)  If  no,  will  the  application  be  a custom  development  ? 

Yes 

No 

(c)  If  no,  please  explain  ? 
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PT\n  regard  to  the  following  suppliers  of  enterprise-wide  business  application  software  can  you 
detail  (a)  whether  you  have  heard  of  them  (b)  whether  you  would  consider  using  them  and  (c) 
how  you  would  rate  them  using  a scale  of  1 - 5 where  5 = Highest  Regard.  (Multiple  ticks 
allowed) 


Heard  of  as  Supplier 
of  Enterprise-Wide 
Business  Applications 
Software 

Would  Consider 
Using 

View  of  Vendor  as  Supplier  of  Enterprise-Wide  Business 
Applications  Software 

Yes 

No 

Yes 

No 

1 

2 

2 

4 

5 

Oracle 

JBA 

JD  Edwards 

IBM 

Coda 

Computer 

Associates 

D&B 

BAAN 

Peterborough 

SSA 

Peoplesoft 

SAP 

Walker 

Systems  Union 

Interactive  Care 

QSP 

Other  (Please 
detail) 
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. 8 Would  you  intend  to  use  external  IT  service  vendors  to  assist  you  in  application  development 
or  systems  integration  initiatives  ? 

Yes 

No  — 


JA6  In  large  scale  systems  development/integration  projects  what  form  of  contract  pricing  does 
your  organisation  favour  ? 

Fixed  price  — 

Time  & materials 

Value  based 

Other  (please  describe) 


' If  “yes”  or  “currently  considering”  what  type  of  external  service  vendor  will  you  use  ? 
System  Integrator  (e  g.  IBM,  EDS,  CSC,  PJCj  CG/A 
Outsourcer  (e.g.  ITNet,  FI,  CFM) 

Systems  House  (e.g.  Logica,  Hoskyns/CGS) 


Management  Consultancy  (e.g.  C&L,  PW) 


Other  (please  describe) 
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ONLY  ASK  THE  FOLLOWING  QUESTION  IF  THE  RESPONDENT  HAS 
ANSWERED  POSITIVELY  TO  QUESTION  \ REGARDING  SAP.  IF  NOT  GO 

STRAIGHT  TO  QUESTION  22  T 

r ■>  \ 

1 1 In  regard  to  SAP,  which  you  indicated  you  would  consider  using,  what  do  you  consider  as 
the  three  main  strengths  and  weaknesses  of  SAP’s  products  ? 


Strength 

Weakness 

1 

2 

3 
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,12  If  you  would  consider  implementing  a product  such  as  SAP  can  you  indicate  whether  this 
vvould  be  a “total  product”  or  just  certain  modules  ? (Multiple  ticks  allowed) 

Total  Product  — \ 

R/2  or  R/3  - JtS- *1^ , 

Financials  (all) 

X ^ 

j Financials  (components) 

General  Ledger 
Accounts  Receivable 
Accounts  Payable 
Financial  Controlling 
/ Investments 
Legal  Consolidation 
Asspt  Management 
magement  Accounting 


Logistics 

Payroll 

Human  Resources 
Manufacturing 
Sales  & Marketing 
Other 

Don’t  Know 
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Can  you  indicate  whether  you  would  consider  using  any  of  the  following  equipment 
manufacturers’  technology  as  the  main  platform  for  a SAP  systems  development  or  integration 
project.  (Multiple  ticks  allowed) 


Equipment  Manufacture 

Consider  Using 

Amdahl 

Data  General 

Digital 

Groupe  Bull 

Hewlett  Packard 

Hitachi  Data  Systems 

IBM 

ICL 

NCR 

Pyramid 

Sequent 

Siemens  Nixdorf 

Sun  Microsystems 

Stratus 

Unisys 

Other  (Please  Detail) 

Don’t  Know 

SAPNONUQ.doc 


Confidential  INPUT 


9 


SAP  SponsL  I Research  Report  - 1996 


Can  you  indicate  what  your  major  objectives  would  be  behind  an  SAP  business  application 
development  project  ? (Please  rate  on  a scale  of  1 - 5 where  1 = low  objective  and  5 = high 
objective) 


• 

Objective 

Rationalising  existing  IT  infrastructure  (s) 

Moving  to  client/server  technology 

Using  best  of  breed  software 

Integrating  existing  applications 

Improving  product  lifecycles 

Gaining  new  systems  functionality 

Gaining  competitive  edge 

Remaining  competitive 

Reengineering  the  business 

Lowering  IT  costs 

Other  (s) 
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15  If  you  were  going  to  adopt  SAP  Software  would  your  decision  be 


Yes 


No 


An  independent  one  ? 

Discussed  with  Management  Consultants  ? 
Discussed  with  your  auditors  ? 


AO 


If  you  were  intending  to  purchase  SAP  Software  would  you 
Approach  SAP  directly  ? 

Use  a third  party  ? 


✓ 
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ONLY  ASK  THIS  QUESTION  IF  RESPONDENT  ANSWERED  “YES"  TO 
QUESTION  8 - IF  RESPONDENT  ANSWERED  “NO"  TO  QUESTION  8 GO 
DIRECTLY  TO  QUESTION  18 

17  What  are  the  three  main  reasons  you  would  utilise  an  external  services  organisation  to  assist 
you  in  implementing  SAP  software  ? (Please  rank  1,  2,  3,  where  1=  most  important) 

Technical  Implementation  Skills  

Project  Management  Skills  

Business  Consulting  Skills  

Industry  Knowledge  

IT  Architecture  Knowledge  

Systems  Integration  Expertise  

BPR  Skills 

Functional  Applications  Skills  

Programming  Skills  

Prime  Contractor  Management  of  a Project  

Business  Process  Expertise  

End  User  Training  

Access  to  a development/implementation  methodology  

Change  Management  

Other  (Please  detail  below)  
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fl 


j#'Can  you  indicate  how  capable  or  suitable  you  consider  the  following  IT  services 
organisations  are,  or  would  be,  in  assisting  your  organisation  with  an  SAP  related  systems 
development  or  integration  projects  ? (Please  rate  on  a scale  of  1-5  where  1 = no  perception 
and  5 = extremely  capable/suitable) 


Vendor 

Perception  of 
Capability 

Andersen 

Consulting 

J.l  / 

Hoskyns/GGS 

Z.6Y  / 

Coopers  & 
Lybrand 

?-65/ 

CMG 

i - 

CSC 

/ . Tb  / 

Data  General 

/ 5 / 

Digital 

? oT  ' 

Druid 

.67  * 

EDS 

7 6 ( " 

Ernst  & Young 

l H S' 

Groupe  Bull 

i a • 

HP 

IBM 

!■(  7 

ICL 

a i . 1 

Interim 

Kf  1 

Vendor 

Perception  of 
Capability 

KPMG 

1 

Logica 

Z • cl^r/ 

Olivetti 

\A 

Origin 

/-  YZ  ' 

PA 

1 . o 1 

PW 

7 Ri 

Sema  Group 

1 - >Z  •• 

SNI 

i -9  7 

Sun  Microsvtems 

T-t  1 ' 

Unisys 

I • ^ 1 

121 

/ . /T- 

Other  (Please 
Detail) 

i f 

O 
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If  you  were  intending  to  implement  SAP  with  the  assistance  of  an  external  IT  services 
supplier  how  important  would  it  be  that  the  IT  services  provider  was  an  SAP  Logo  Partner 
(Please  rate  on  a scale  of  1-5  where  1 = very  unimportant  and  5 = very  important) 


? 
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If  you  were  choosing  an  external  SAP  services  vendor  how  important  would  the  following 
criteria  be  in  your  selection  ? (Please  rate  on  a scale  of  1 - 5 where  5 = very  important) 

Ability  to  offer  a broad  range  of  services  from  consulting  to  maintenance 

Size  of  the  supplier 

Quality  of  reference  sites 

Quantity  of  reference  sites 

Industry  specialisation 

Geographical  presence 

Price 

Flexibility  of  contractual  approach 

Vendor’s  commercial  stability 

Vendor’s  relations  with  existing  customers 

Your  existing  relationship  with  the  vendor 

Vendor’s  commitment  to  partnering 

Culture  of  the  vendor 

Technical  capability 

Staff  qualification 

Timeliness  of  response 

Performance  guarantees 

Application  knowledge 

Process  knowledge 

Independence 

Staff  attrition  rates 

Quality  Accredition  (IS09000) 
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20  (continued) 

Process  reengineering  skills 

Ability  to  demonstrate  IT’s  business  benefits 

The  management  of  risk 

Ability  to  work  with  non-IT  staff 

On-going  support 

Other  (Please  detail) 
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//fuHow  important  would  an  SAP  services  vendor’s  skills  in  the  following  areas  be  to  you 
V'~your  selection  ? (Please  rate  on  a scale  of  1-5  where  1 = very  unimportant  and  5 = very 
important) 


Business  case  development/project  justification 

Business  process  reengineering 

General  consulting 

Change  management 

Meeting  cost/price  calculations 

Meeting  deadlines 

Software  design 

Prototyping 

Implementation 

Training/Skills  transfer 

“Going  Live” 

Facilities  Management 
Maintenance 

Formal  Implementation  Methodology 
Proprietary  Implementation  Tools 
Business  Modelling  Tools 

Knowledge  of  SAP’s  Business  Engineering  Workbench  (BEW) 


IF  THE  INTERVIEW  HAS  GONE  DOWN  THE  SAP  ROUTE 
(ie  QUESTIONS  11-21)  TERMINATE  INTERVIEW  HERE 

Thank  you  very  much  for  your  time  and  assistance  with  this 
questionnaire 
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THESE  ARE  QUESTIONS  FOR  RESPONDENTS  WHO  ANSWERED 
NEGATIVELY  TO  THE  SAP  QUESTION  IN  QUESTION  7 


O I 22  Can  you  indicate  what  your  major  objectives  would  be  behind  an  enterprise-wide  business 
J application  development  project  ? (Please  rate  on  a scale  of  1 - 5 where  1 = low  objective  and  5 
= high  objective) 


' 

Objective 

Rationalising  existing  IT  infrastructure  (s) 

Moving  to  client/server  technology 

Using  best  of  breed  software 

Integrating  existing  applications 

Improving  product  lifecycles 

Gaining  new  systems  functionality 

Gaining  competitive  edge 

Remaining  competitive 

Reengineering  the  business 

Lowering  IT  costs 

Other  (s) 
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23  If  you  were  going  to  utilise  packaged  Business  Application  Software  would  your  decision  be 

Yes  No 

An  independent  one  ? — — 

Discussed  with  Management  Consultants  ? — — 

Discussed  with  your  auditors  ? — — 

24  If  you  were  intending  to  purchase  Business  Application  Software  would  you 
Approach  the  Business  Application  Software  vendor  directly  ? 

Use  a third  party  ? — 
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25  Can  you  indicate  whether  you  would  consider  using  any  of  the  following  equipment 
manufacturers’  technology  as  the  main  platform  for  an  enterprise  - wide  business  application 
software  product  systems  development  or  systems  integration  project.  (Multiple  ticks  allowed) 
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ONLY  ASK  THIS  QUESTION  IF  RESPONDENT  ANSWERED  "YES”  TO 
QUESTION  8 - IF  RESPONDENT  ANSWERED  "NO”  TO  QUESTION  8 GO 
DIRECTLY  TO  QUESTION  27 

26  What  are  the  three  main  reasons  you  would  utilise  an  external  services  organisation  to  assist 
you  in  implementing  an  enterprise-wide  business  applications  software  product  ? (Please  rank 
1,  2,  3,  where  1 = most  important) 

Technical  Implementation  Skills  

Project  Management  Skills  

Business  Consulting  Skills  

Industry  Knowledge  

IT  Architecture  Knowledge  

Systems  Integration  Expertise  

BPR  Skills 

Functional  Applications  Skills  

Programming  Skills  

Prime  Contractor  Management  of  a Project  

Business  Process  Expertise  

End  User  Training  

Access  to  a development/implementation  methodology  

Change  Management  

Other  (Please  detail  below)  
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27  Can  you  indicate  how  capable  or  suitable  you  consider  the  following  IT  services 
organisations  are  or  would  be,  in  assisting  your  organisation  implement  enterpriser, 
business  applications  software  product  (Please  rate  on  a scale  of  1-5  where  1 - no  percept, o 
^ = pvtrp.melv  caoable/suitable) 


anrl 
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28  If  you  were  choosing  an  external  services  vendor  to  assist  you  implement  enterprise-wide 
business  applications  software  product  how  important  would  the  following  criteria  be  in  your 
selection  ? (Please  rate  on  a scale  of  1 - 5 where  1 = unimportant  and  5 = very  important) 

Ability  to  offer  a broad  range  of  services  from  consulting  to  maintenance 

Size  of  the  supplier 

Quality  of  reference  sites 

Quantity  of  reference  sites 

Industry  specialisation 

Geographical  presence 

Price 

Flexibility  of  contractual  approach 

Vendor’s  commercial  stability 

Vendor’s  relations  with  existing  customers 

Your  existing  relationship  with  the  vendor 

Vendor’s  commitment  to  partnering 

Culture  of  the  vendor 

Technical  capability 

Staff  qualification 

Timeliness  of  response 

Performance  guarantees 

Application  knowledge 

Process  knowledge 

Independence 

Staff  attrition  rates 

Quality  Accredition  (IS09000) 
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28  (Continued) 

Process  reengineering  skills 

Ability  to  demonstrate  IT’s  business  benefits 

The  management  of  risk 

Ability  to  work  with  non-IT  staff 

On-going  support 

Other  (Please  detail) 
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29  How  important  would  an  enterprise-wide  business  applications  software  product  services 
vendor’s  skills  in  the  following  areas  be  to  you  in  your  selection  ? (Please  rate  on  a scale  of  1-5 
where  1 = very  unimportant  and  5 = very  important) 

Business  case  development/project  justification  — 

Business  process  reengineering 

General  consulting 

Change  management  — 

Meeting  cost/price  calculations 
Meeting  deadlines 
Software  design 
Prototyping 
Implementation 
Training/Skills  transfer 
“Going  Live” 

Facilities  Management 
Maintenance 

Formal  Implementation  Methodology 
Proprietary  Implementation  Tools 
Business  Modelling  Tools 


Thank  you  very  much  for  your  time  and  assistance  with  this 

questionnaire 
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mburwen @ pamg . com , SAP 


To : mburwen@pamg . com 

From:  Peter  Lines  <plines@input .co.uk> 

Subject:  SAP 

Cc:  wh@input.com,  jwillmott@input.co.uk 
Bcc : 

X -Attachments : C:\WINDOWS\DESKTOP\My  Documents\Market  Action 
Projects\SAP\Questionnaires\US  User  QA  Letter.doc; 
C:\WINDOWS\DESKTOP\My  Documents\Market  Action 
Projects\SAP\Questionnaires\US  Non-User  QA  Letter.doc; 

Mike,  Here  are  my  comments  to  your  fax  of  the  20th,  also  attached  the 
two  questionnaires,  these  are  the  current  versions  and  are  final 
unless  anyone  has  any  violent  objection  to  some  particular  point,  if 
so  please  let  me  know  asap. 

1.  SAP  customers.  We  are  targeting  100  not  150,  so  even  very 
conservative  6 to  1 ratio  should  work. 

2.  We  could  save  some  money  but  how  much,  we  are  pretty  resource  thin 
here  and  would  have  to  hire  temporaries  ourselves,  lets  put  some 
numbers  on  this.  Our  NJ  office  may  be  able  to  help  at  low  cost  but  I 
do  not  want  to  create  an  administrative  nightmare. 

3.  We  do  now  have  a list  of  non-SAP  users  which  we  have  created. Has 
well  in  excess  of  800  names  on  it  so  should  suffice  to  get  100 
interviews . 

At  this  stage  it  is  just  not  possible  to  get  further  list  from  clients 
although  some  have  expressed  interest  in  having  their  clients 
interviewed  anonymously. 

4.  Wilson  will  handle  the  contract. 


Mike,  we  need  to  get  going  on  this  asap,  if  you  still  have  any 
problems  please  call  me  asap. 

Regards 

Peter 


Printed  for  Peter  Lines  <plines@ input . co . uk> 
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FROM ■ PALO  ALTO  MGT.  GROI 


TO: INPUT 


MAR  20.  1997  12:55PM  P.01 


PALO  ALTO  MANAGEMENT  GROUP,  INC. 


2672  Bayshore  Parkway  #701 
Mountain  View,  CA  94043 
Tel:  (416)  968-4374 
Fax:  (415)  968-4245 
email:  mburwen@pamg.com 


To:  Peter  Lines 

Fax  No:  INPUT 

SubJ:  SAP 


From:  Mike  Burwen 

Date:  March  20, 1997 

No.  Pages:  2 (Including  This  One) 


Sorry  I had  to  cut  you  off  this  am.  I had  a 2-hour  conference  call  to  brief  IBM  execs  on 
the  Data  Warehousing  study  scheduled  at  9:30. 

Here  are  the  things  we  need  to  discuss  re  SAP  project. 

1.  The  list  Wilson  gave  me  of  SAP  customers  appears  to  include  both 

resellers/partners  (e.g.,  Arthur  Andersen)  and  customers.  It  also  has  many 
duplicates  by  company.  I estimate  that,  although  there  are  some  750  total  entries 
on  the  list,  there  are  only  about  600  useful  entries.  Using  the  standard  1 :6  ratio 
means  we  will  only  get  100  interviews  off  this  list,  which  is  50  shy  of  your  150  target. 

2 The  list  contains  only  general  office  numbers.  It  does  not  have  the  names  of  the 
people  that  we  will  need  to  interview,  That  means  we  will  have  to  research  every 
entry  on  the  list  to  find  out  who  to  go  after.  I told  Wilson  that  you  could  save  some 
money  by  having  one  of  your  clerical  people  do  this.  He  said  I would  need  to  take 

it  up  with  you. 

3.  We  have  no  list  of  SAP  prospects.  The  only  generic  list  I know  of  that  would  be 
appropriate  is  from  Computer  Intelligence.  Cl  will  not  sell  directly  to  a consulting 
firm  any  longer.  Therefore,  you  have  to  get  one  of  your  customers  who  already  has 
a Cl  account  to  get  the  list  for  you.  Since  I have  no  correspondence  with  any  of 
your  customers,  INPUT  will  have  to  take  care  of  this.  A much  better  way  to 
approach  this  is  to  get  each  of  your  customers  to  supply  you  with  their  prospect  list. 
If  each  of  them  gave  you  50-100  names,  then  you  would  have  a great  list  to  work 
from.  In  addition,  you  could  then  crosstab  the  responses  for  each  of  your  customers 
and  give/sell  them  a little  "confidential"  add-on  report  that  tells  them  how  their 
prospects  view  things.  This  is  what  I'm  doing  with  my  data  warehouse  study  clients 
and  they  love  it.  There  are  of  course  lists  from  magazines,  but  the  hit  ratio  is 
terrible.  More  like  1:20.  Will  really  run  up  the  interview  cost. 

4.  Since  the  interviewing  firm  will  be  contracting  directly  with  INPUT,  I need  to  know 
who  will  handle  the  contract  on  behalf  of  INPUT. 


(pamg) 


FROM : PflLO  RLTO  MGT.  GROI  "" 


TO: INPUT 


MfiR  20,  199?  12:56PM  P.02 


All  of  the  above  need  to  be  resolved  before  we  solicit  a proposal  from  an  interviewing 
firm. 


Look  forward  to  hearing  from  you  soon. 


Regards, 

<T} VuJLj 


P.S.  I ran  into  some  trouble  trying  to  adhere  to  INPUT'S  format  using  Microsoft  Word. 
You  can  speak  to  Gary  Lundberg  if  you  want  the  hairy  details.  In  any  event,  I suggest 
that  INPUT  supply  me  with  whatever  version  you  want  me  to  use  (so  that  it  can  be  read 
and  saved  by  INPUT'S  various  computers).  Gary  tells  me  that  this  requires  your 
authorization. 
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INDEPENDENT  CONSULTING  SERVICES  AGREEMENT 


EXHIBIT  A 


I.  CONSULTANT  INFORMATION 


NO. 


Name:  Palo  Alto  Management  Group,  Inc. 

Address:  2672  Bayshore  Parkway  #701 
Mountain  View 
California 
94043 

Telephone:  415  968  4374  NINo.: 

Fax:  415  968  4245 


II.  PROJECT  INFORMATION 

Project  Manager:  Peter  Lines 


Project  Name:  SAP  Services 

Code: 

EA17U 

Agreement  Date: 

From: 

March  22nd  97 

To:  end  May  97 

Exhibit  Date: 

From: 

March  22nd  97 

To:  end  May  97 

Replaces  Exhibit  A : (If  Applicable) 


III.  TASK  DESCRIPTION 

List  and  number  project  tasks  and  specify  in  detail  the  exact  scope  of  the  tasks.  Attach  project 
specifications,  interview  forms,  etc. 

The  work  to  be  provided  by  PAMG  includes  the  following  tasks: 

1 . Find  a subcontractor  to  do  the  interviews  and  prepare  the  data  cross  tabs  and  frequencies. 

2.  Train  the  subcontractor  interview  personnel. 

3.  Direct  preparation  of  crosstabs  and  other  data  from  the  interviews. 

4.  Prepare  the  report  based  on  the  model  of  the  comparable  UK  report 

The  selection  of  subcontractors  will  be  subject  to  INPUT’S  approval.  Subcontractors  will 
contract  directly  with  INPUT,  and  PAMG  will  not  mark  up  any  fees  paid  to  subcontractors. 
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The  work  product  for  this  engagement  shall  be  considered  as  proprietary  and  confidential  to 
INPUT  and  shall  in  no  circumstances  be  released  to  third  parties  without  INPUT’S  express 
written  consent. 

The  only  staff  assigned  to  the  engagement  will  be  Michael  P.Burwen. 


rv.  REVIEW  OF  PROGRESS: 

List  of  task  numbers  and  or  dates  review  of progress  will  be  performed. 

The  work  distribution  plan,  excluding  the  interviews  and  interview  data  preparation  as  follows: 


TASK 

PAMG,  Man-days 

Hire  and  train  interview  contractor 

1 

Specify  and  direct  preparation  of  interview  data 

2 

Analysis  and  preparation  of  final  report 

10 

Total 

13 

V.  DELIVERABLES/DUE  DATES/FEES: 

List  task  numbers,  date  due  and  fees  for  each  task. 

We  estimate  that  the  cost  of  an  interview/data  perpetration  contractor  will  be  $6,000  plus 
$5  0/interview.  There  are  expected  to  be  a total  of  200  interviews,  half  with  SAP  customers  and 
half  with  SAP  prospects. 

INPUT  will  provide  report  publishing  facilities  and  will  bear  the  expenses  for  these  activities. 
PAMG,  will,  however,  provide  its  documentation  in  electronic  form  using  software  specified  by 
INPUT. 

Assuming  the  project  is  authorized  by  , 1997  and  the  interview  lists  and  final 

questionnaires  are  received  by  PAMG  by  March  24th,  1997,  the  planned  schedule  is  as  follows: 


TASK 

ESTIMATED  COMPLETION  DATE 

Hire  and  train  interview  contractor 

March 

Interview  completed 

April 

Electronic  data  analysis  completed 

April 

Report  Manuscript  completed 

May 

UPER183B 
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VI.  PAYMENT  SCHEDULE: 

List  task  numbers,  invoice  due  date,  and  scheduled  invoice  payment  date. 

The  fixed  fee  for  the  engagement  as  proposed  is  $16,250  plus  out-of-pocket  expenses  incurred 
Of  this  amount  one  half  ($8,125)  is  due  upon  authorization,  and  the  balance  ($8,125)  upon 
completion  of  the  report  manuscript. 


VII.  REIMBURSABLE  EXPENSES: 

List  type  of  expenses  and  maximum  amount  to  be  reimbursed.  INPUT  Travel  Authorisation  and  Expense 
Report  forms  to  be  attached. 

Expenses  incurred  for  local  travel,  document  preparation  and  telephone/fax  charges  are  included 
in  the  fee  and  are  not  considered  to  be  out  -of-pocket  expenses. 


VIII.  AUTHORISATIONS 

Signed:  

Contractor:  

(Print  Name) 

Date:  


Signed: 

INPUT  : 
(Print  Name) 

Date: 


PLEASE  REMIT  INVOICES  TO:  INPUT,  ATTENTION  (Above  named  Project  Manager) 
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CONTRACTOR  INSTRUCTIONS: 


The  Agreement  must  include  an  Exhibit  A specifying  in  detail  the  work  to  be  performed. 

All  work  must  be  prepared  and  submitted  in  INPUT’S  style  and  format  Examples  and  policies  may  be 
attached  to  this  Agreement  and  must  be  returned  to  the  company  prior  to  final  invoice  payment 

All  work  must  be  submitted  for  review  according  to  the  schedule  set  out  in  IV.  REVIEW  OF  PROGRESS. 

All  work  must  be  submitted  according  to  the  schedule  set  out  in  V.  DELIVERABLES/DUE 
DATES/FEES  If  the  schedule  cannot  be  met  the  project  manager  must  be  informed  and  a new  schedule 
set. 

Invoices  must  be  submitted  to  the  project  Manager  according  to  VI.  PAYMENT  SCHEDULE  in  order  for 
payment  to  be  made  on  the  scheduled  dates. 

• An  m voice  must  be  submitted,  on  contractor’s  formal  letteriiead/m voice  form. 

• The  project  code  must  be  referenced  on  the  invoice  and  the  payment  due  must  be  m accordance  with 
payment  schedule  of  the  Exhibit  A. 

• Expenses  must  be  listed  separately  on  the  invoice  and  completed  INPUT  Expense  Report  form  with 
attached  receipts  must  be  attached  to  the  invoice 

• Only  pre-authonsed  travel  expenses,  incurred  visiting  INPUT  client/business  contacts  to  perform  a 
project  will  be  reimbursed. 

• Copying  and  postage  should  be  arranged  to  be  done  in  an  INPUT  office  where  possible. 

• All  expenses  are  reimbursed  at  cost. 

• Advance  payment  of  any  fees  is  not  permitted. 

• Payment  is  contingent  upon  satisfactory  completion  of  all  work  submitted,  in  INPUT  style  and  format, 
according  to  the  specifications  and  schedules  in  the  Exhibit  A,  and  the  return  of  all  INPUT  materials 
prior  to  submission  of  the  final  invoice. 

• Payment  is  normally  schedules  to  be  paid  within  14  to  30  working  days  after  submission  of  the  invoice 
to  the  project  manager  for  approval. 

• All  contracts  and  invoices  must  include  the  contractor’s  Tax  Identification  number  for  reporting  to 
taxation  authorities. 
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Section  B - Questions  Regarding  the  Actual  SAP  Product 

1 What  SAP  software  do  you  have  installed  in  your  organisation  and  how  long  has  it  been 
operational  ? 


. J V.  ' ■ - • “ - ; - '•/. 

. . 

Version 

Date  Installed 

R/2 

R/3 

Combination 

^ ck.  a <UJL 


(JL 


SAPQFVl.doc 


Confidential  INPUT 


Q 


SAP  Sponsc  Research  Report  - 1996 


2 Can  you  indicate  whether  you  have  implemented  a total  SAP  product  or  just  certain 
modules  ? (Multiple  ticks  allowed)  Can  you  also  indicate  the  number  of  users  typically 
utilising  a particular  module  ? 


SAP  Module  Implemented 

Number  of  Users 

Total  Product 

Financials  (all) 

Financials 

(components) 

General  Ledger 

Accounts  Receivable 

Accounts  Payable 

Financial 

Controlling 

Investments 

Legal  Consolidation 

Asset  Management 

Management 

Accounting 

Logistics 

Payroll 

Human  Resources 

Manufacturing 

Sales  & Marketing 

Other  (Please  Detail) 

/ SAPQFVl.doc 
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3 Can  you  outline  the  IT  infrastructure  supporting  your  SAP  products  ? (Multiple  ticks 
allowed) 

R/2 


Hardware 

IBM 

Fujitsu 

HDS 

Other  (Detail) 

. 

> . ■>  • . 

Operating  System 

VSE/SP 

MVS 

MVS/XA 

MVS/ESA 

. 

Data  Comms 

*-s-  -V;  -A  : ' 

CICS 

IMS/DC 

Database 

DL1 

Adabas 

IMS/DB 

R/3 


Hardware 


Operating 

System 


Database 


Bull 


Digital 


BOS 


OSF/1 


Oracle 


Informix 


IBM  SNI 


AIX  SINEX 


Sun 


Solaris 


HP-UX 


Other 


Sequent 


Other 

(Details) 


Other 


wf 
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4 Can  you  briefly  outline  your  SAP  related  history;  i.e.  have  you  (Multiple  ticks  allowed) 
Been  and  still  are,  purely  a R/2  site  ? 


Migrated  from  R/2  to  R/3  ? 
Aff'tc <Ar  R.Z-' 
Outsourced  your  R/2  r 

Gone  straight  to  El/3  ? 

Outsourced  your  R/3  ? 


Other 


5 How  satisfied  are  you  with  the  following  elements  of  the  actual  SAP  product  you  have 
implemented  ? (Please  rate  on  a scale  of  1-5  where  1 = extremely  dissatisfied  and  5 = 
extremely  satisfied)  Answer  relevant  sections 


- 

R/2 

Version 

R/3 

Version 

Usability 

Flexibility 

Functionality 

Reporting 

Architecture 

Range  of 
Modules 

Quality 

Standards 

Platform 

Portability 

Price 

Overall 

SAPQFVl.doc 
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6 Can  you  indicate  what  the  major  objectives  were  behind  your  SAP  implementation  and  to 
what  extent  have  these  been  met  ? (Please  rate  both  on  a scale  of  1 - 5 where  1 = low 


7 Why  did  you  choose  SAP  products  ? 


SAPQFVl.doc 
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8 What  other  company’s  products  did  you  consider  ? (Multiple  ticks  allowed) 

Oracle 

JBA 

■CODA 


Computer  Associates 
Dun  & Bradstreet 
Walker 
IBM 

Systems  Union 
JD  Edwards 

■Hogkyas-  CQ\I\ 

Peoplesoft 


SSA 

Baan 

—Peterborough — 
Interactive  Care 


-QSP- 


CG/V  ( /-  VawJL(rV>  bJUJ^or^. 

'/  Other  (Please  detail/ 


, 
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9 Can  you  detail  the  total  cost  of  your  UK  SAP  implementation  in  terms  of  the  following 
categories? 

PLEASE  AIM  TO  OBTAIN  HARD  NUMBERS  - %’S  AREA  FALLBACK  POSITION 


C0,A  / 

(Lir  I 


Implementation  Categories 

Project  Cost  (£,000  or  %) 

Software  Licence 

Central  Hardware 

Desktop  Hardware  & Networking 

BPR  Services 

Systems  Configuration  Services 

Systems  Tailoring/Enhancement  Services 

ABAP,  Interfaces,  etc. 

Education  & Training 

Direct  Consulting  from  SAP 

tLf  if1**-  irwcoo 

Other  (Please  Detail) 

Total 

10  Can  you  indicate  how  long  your  SAP  implementation  period  was  ? 
Under  3 months 
Between  Three  and  Six  Months 
Between  Six  and  Nine  Months 
Between  Nine  Months  and  a Year 
Between  One  and  Two  Years 
Over  Two  Years 
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1 1 How  long  do  you  expect  the  payback  period  for  your  implementation  to  be  ? 
At  implementation 

After  1 2 months 
After  1-5  years 
After  5 years 

12  Was  your  decision  to  adopt  SAP 


Yes 


No 


gfif-. 

^\]>A  £*4 

rrr 


An  independent  decision  ? — — 

Discussed  with  Management  Consultants  ? — — 

Discussed  with  your  auditors  ? — — 

13  JPf  your  decision  was  discussed  with  Management  Consultants  were  these  consultants  an 
“SAP  Logo  Partner  ? Can  you  state  who  they  were  ? 

Yes 

No 

Name  of  Consultants 


£oC( 


^T^n  purchasing  SAP  Products  did  you 
Approach  SAP  directly  ? 


Via  an  SAP  Logo  Partner  ? 


^MrUA/J 

fltu(  OlrUv  - 


CQ.A  J bdi-c 

Ur.  dsuX/ti*- 

CCO'Cio 

i'IomJ  A) U- 

lu 
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1 5 /What  do  you  consider  the  three  main  strengths  and  weaknesses  of  SAP’s  products  ? 


Strength 

Weakness 

1 

2 

n 

J 
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Section  C - Questions  Regarding  the  IT  Services  Assistance  you  Received  in  your  SAP 
Implementation  Project 

16  What  were  the  main  three  main  reasons  you  sought  external  SAP  services  assistance  ? 
(Please  rank  1,  2,  3,  where  1 = most  important) 


Technical  Implementation  Skills 
Project  Management  Skills 
Business  Consulting  Skills 
Industry  Knowledge 
IT  Architecture  Knowledge 
Systems  Integration  Expertise 
' BPR  Skills 

£ Functional  Applications  Skills 
Programming  Skills 

- Prime  Contractor  Management  of  th^  Project 


End  User  Training 
Access  to  a development/implementation  methoc 


Change  Management 
* l Other  (Please  de 


(Please  detail  below) 


S'KILLf 

I (j-jo  ^ 

(&3>vcT 


Did  not  Utilise  External  Services  — 

IF  YES  TO  THIS  LAST  PART  OF  QUESTION  16  - TERMINATE  INTERVIEW 


QJUAljo 


'^yf\ In  your  selection  process  how  important  was  it  that  the  IT  services  provider  was  an  SAP  - 
Logo  Partner  ? [Detail  Global  or  National]  (Please  rate  on  a scale  of  1-5  where  1 = very  fiMvu/i 

unimportant  and  5 = very  important) 
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18  Can  you  rate  the  importance  of  the  following  criteria  in  your  initial  selection  of  the 
external  SAP  services  vendor  ? (Please  rate  on  a scale  of  1 - 5 where  1 = unimportant  and  5 = 
very  important) 

Ability  to  offer  a broad  range  of  services  from  consulting  to  maintenance 

Size  of  the  supplier 

Quality  of  reference  sites 

Quantity  of  reference  sites 

Industry  specialisation 

Geographical  presence 

Price 

Flexibility  of  contractual  approach 

Vendor’s  commercial  stability 

Vendor’s  relations  with  existing  customers 

Your  existing  relationship  with  the  vendor 

Vendor’s  commitment  to  partnering 

Culture  of  the  vendor 

Technica^capability 

Staff  qualification 

Timeliness  of  response 

Performance  guarantees 

Application  knowledge 

Process  knowledge 

Independence 

Staff  attrition  rate 

Quality  Certification  (IS09000) 
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^■iT(Continued) 

Process  reengineering  skills 
Ability  to  demonstrate  IT’s  business  benefits 
The  management  of  risk 
Ability  to  work  with  non-IT  staff 
On-going  support 
Other  (Please  detail) 


(^»W pAice_ j sUu/^-us  ktfc). 


19  How  did  you  find  out  about  your  SAP  services  partner  ? (Multiple  ticks  allowed) 
Via  SAP 
Word  of  mouth 


Media/ Advertising 
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20  How  influential  were  each  of  the  following  in  selecting  an  SAP  services  providers  ? 
(Please  rate  on  a scale  of  1 to  5 where  1 = not  influential  and  5 = very  influential) 

Managing  Director/Chief  Executive  Officer 

Financial  Director/Chief  Financial  Officer 

IT  Director 

Other  Director  (please  specify) 


User  Representative 


External  Audit  Representative 
Internal  Audit  Representative 
External  Consultancy 
Internal  Consultancy 
Other 
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21  What  contractual  approach  did  you  use  for  your  SAP  implementation  project  and  how 
satisfied  have  you  been  with  this  approach  ? (Tick  in  appropriate  Contractual  Approach  Box 
and  then  rate  on  a scale  of  1 - 5 where  1 = extremely  dissatisfied  and  5 = very  satisfied)) 


Contractual  Approach 

Satisfaction 

Systems  Integration 

Fixed  Price  for  Services 

Time  and  Material 

Other  (Please  explain) 

22  Overall,  how  satisfied  are  you  with  your  SAP  services  provider  ? Can  you  name  them  ? 
(Please  rate  on  a scale  of  1-5  where  1 = extremely  dissatisfied  and  5 = extremely  satisfied) 


Name  (s) 

Satisfaction  Rating 

t 
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23  How  satisfied  are/were  you  with  your  SAP  services  provider  with  regards  to  the  following 
issues  ?:  (Please  rate  on  a scale  of  1-5  where  1 = very  dissatisfied  and  5 = very  satisfied) 


Business  case  development/project  justification 


Business  process  reengineering 
General  consulting 
Change  management 
Meeting  cost/price  calculations 
Meeting  deadlines 
Software  design 
Prototyping 
Implementation 
Training/Skills  transfer 
“Going  Live” 

Facilities  Management 
Maintenance 
Project  Help 
Desk  Top 


24  Did  your  external  IT  services  firm  utilise  any  of  the  following;  if  they  did  how  satisfied 
were  you  with  them  ? (Please  score  satisfaction  on  a scale  of  1 - 5 where  1 = very 
dissatisfied  and  5 = very  satisfied) 


Yes/No 

Satisfaction  Rating 

Formal  Implementation 
Methodology 

Proprietary  Implementation 
Tools 

Business  Modelling  Tools 

SAP’s  Business  Engineering 
Workbench  (BEW) 
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25  What  implementation  approach  did  your  organisation  adopt  in  your  SAP  project  ? 
Big  Bang 

Phased  By  Modules  — 

Pilot/Roll  Out 


Other  (Please  Detail)  \ 

(LmI  | A wX-Q— 


26  (a)  Which  elements  of  your  SAP  project  were  you  particularly  satisfied  with  and  why  ? 


(b)  Which  elements  of  your  SAP  project  were  you  particularly  dissatisfied  with  and  why  ? 


27  (a)  In  your  SAP  implementation  process  were  there  any  requirements  which  you  had 
which  were  unmet  by  the  services  organisation  assisting  you  ? 

Yes  - ^ JLaA-  /V»W' 

No 

(b)  If  Yes,  what  were  these  ? 


(c)  Do  you  believe  other  SAP  services  providers  offer  these  services  ? 
Yes 


No 
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28  (a)  Since  going  live  with  SAP  have  you  experienced  significant  problems  with  the  system 

? 

Yes 

No 

Not  yet  live 

(b)  If  yes,  have  these  been  in: 

User  skills 
User  workload 
System  reliability 
System  availability 
Links  with  other  systems 
Systems  response 
Other  (Please  detail) 


(c)  To  improve  the  usage  of  your  SAP  systems,  do  you  think  your  best  investment  would  be 
in: 

Technical  training 
More  hardware 
More  software 
End  user  training 
Technical  support  facilities 
Other  (Please  detail) 
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29  (a)  How  much  have  you  spent  in  total  on  external  SAP  services  in  the  last  12  months  ? 
How  much  do  you  intend  to  spend  on  SAP  services  in  the  next  year  ? 

Last  12  Months  — 

Next  12  Months 

(b)  In  percentage  terms,  can  you  apportion  this  spend  across  the  following  areas  ? 


; • • ^ f ' - ■ 

Last  12  Months 

Next  12  Months 

^ ^ 

Technical  Implementation  Skills 

Project  Management  Skills 

Business  Consulting  Skills 

Systems  Integration  Expertise 

BPR  Skills 

Functional  Applications  Skills 

Programming  Skills 

Change  Management 

End  User  Training 

Other  (Please  detail  below) 

30  Do  you  currently  have  an  agreement  in  place  for  development/maintenance  of  your 
system  ? 

Yes 

No 

3 1 Do  you  feel  the  that  the  external  IT  services  vendor  you  engaged  to  assist  you  with  your 
SAP  implementation  has  delivered  value  for  money  ? (Please  rate  on  a scale  of  1 - 5 where  1 
= you  strongly  believed  they  have  not  and  5 = you  strongly  believe  they  have) 
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32  (a)  Would  you  act  as  a reference  site  for  the  SAP  services  provider  ? 

Yes 

No 

Possibly 

(b)  Would  you  recommend  the  company’s  SAP  services  offering  to  other  organisations  ? 

Yes 

No 

Possibly 

33  Over  the  next  two  years  do  you  have  plans  to  do  any  of  the  following  ? (Multiple  ticks 
allowed) 

Develop  new  SAP  applications 
Upgrade  the  system 

(IF  CURRENTLY  AN  RJ2  SITE)  Migrate  to  R/3 
Outsource  your  SAP  systems 
Use  the  Internet  as  an  SAP  application  platform 
Other  (please  detail) 


Thank  you  very  much  for  your  time  and  assistance  with  this 

questionnaire 
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From  pamg I mburwen  Wed,  18  Dec  1996  10:32:50 
Received:  by  win.net Ipamg;  Wed,  18  Dec  1996  10:32:50 
X-Mailer:  WinNET  Mail,  v3.5 
Message-ID:  <566@pamg.win.net> 

Repl^To4_mhutwen§pamg.win.net  (Michael  P.  Burwen) 

To  :£plines@ input .com 
Date.-  Wed,  1U  Dec-  1*996  10:32:50 
Subject:  Re:  SAP  Project 

From:  mburwen@pamg.win.net  (Michael  P.  Burwen) 


REPLY-TO:  mburwen@pamg.win.net 
££££££££££££££££££££££££££££££ 


> 

> Mike,  Here  are  responses  to  the  points  listed  at  last  meeting. 

> 1).  Contacting  clients  with  draft  questionnaire.  This  has  been 

> actioned,  all  clients  now  have  qa,  several  have  had  it  for  some  time. 

> All  need  contacting  for  theri  feedback. 

Who  will  do  this?  When? 

> 2).  I said  I would  track  down  the  list  we  had  from  SAP.  Have  not  done 

> this,  however,  based  on  UK  experience  we  found  a lot  of  problems  so  I 

> think  we  should  plan  to  put  a team  of  interviewers  on  this  rather  than 

> one  person.  Will  continue  to  pursue. 

Have  you  settled  on  the  number  of  interviews  to  be  done?  If  the 
list  is  not  good,  the  cost  of  using  an  outside  interviewing  firm 
will  escalate  as  their  prices  are  a function  of  the  "incidence 
rate;"  i.e.,  the  % of  qualified  interview  subjects  of  the 
population.  If  we  need  to  acquire  other  lists,  have  you 
identified  what  they  are  and  the  cost  of  acquisition.  Cl  lists, 
for  example  have  become  quite  expensive  and  quality  has  deteriorated 
since  Tietjen  left.  Your  other  action  item  was  to  determine  if  the 
data  frequencies  and  crosstabs  could  be  done  by  your  UK  office. 

Is  this  the  case  or  does  this  also  have  to  be  subbed  out? 

> 3).  How  big  do  we  plan  the  report  to  be? 

> Approximately  125  pages  for  the  main  project  report,  this  is  the  part 

> we  envisage  you  doing.  At  the  moment  I plan  for  the  other  deliverables 

> to  be  dealt  with  in-house. 

> The  125  pages  would  comprise,  say: 

> 5 pages  for  Chapter  I Introduction 

> 10  pages  for  an  Executive  Summary,  Chapter  II 

> Five  other  chapters  containing  100  exhibits  and  averaging  about  20  + 

> pages  including  the  Exhibits. 

> 

> My  estimate  makes  this  about  20,000  words  in  total. 

Given  the  frequencies  and  crosstabs,  I estimate  my  time  to 
prepare  the  report  will  run  about  1 hour  per  chart  plus  4-6  days 
writing  of  text.  If  100  charts,  the  entire  project  will  run  about 
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TO: 


20  days.  We  might  shave  a bit  of  time  off  this  if  the  UK  report  is 
a model  that  can  be  followed  closely.  In  this  case  the  charts  will 
have  all  been  defined,  and  it  is  just  a matter  of  plugging  in 
different  numbers.  In  other  words,  > 

> 5).  We  are  getting  started  on  thsi  activity  internally. 

If  possible,  I would  like  to  have  a brief  conversation  with  the 
person(s)  that  is  getting  the  client  inputs  and  fixing  the  final 
interview  questionnaire.  We  also  need  to  discuss  ASAP  the 
composition  of  the  interview  program  including  numbers,  lists,  etc. 


> 

> Will  give  you  a call  to  discuss. 

I would  appreciate  it  if  you  could  provide  me  with  your  schedule 
estimate. 

Regards, 


Michael  P.  Burwen 

Palo  Alto  Management  Group,  Inc. 

2672  Bayshore  Parkway  #701 

Mountain  View,  CA  94043 

USA 

Tel:  (415)  968-4374 
Fax:  (415)  968-4245 
email:  mburwenepamg.com 
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Author:  Peter  Lines  at  Input 

Date:  12/17/96  10:58  AM 

Priority:  Normal 

TO:  mburwen@pamg.com  at  Internet 
Subject:  SAP  Project 

Message 


Post-It”  Fax  Note  7671 

Dale/  /lO/fV  paflos^  / 

To  9 e-'tfcr  L]si&  ^ 

From  Adat^. 

Co./DCpt  ^ 

CO.  y 

Phone  # 

r— 

Phone  # ^><~ 

hax  H / 

Fax#  

~ “ ssaaas  ;:u  :rs„ 

All  need' contact ing^o^thl'r^feedbaclc?173*  had  “ for  «-• 

think  -"l 

one  person.  Will  continul  topSjsue  lntervlewers  this  rather  than 
3) . How  big  do  we  plan  the  report  to  be? 

Approximately  125  pages  for  the  main  project  report  this  is  M*-4- 

to  STdealt  “ 1 pla"  XlSiXS. 

The  125  pages  would  comprise,  say; 

5 pages  for  Chapter  I Introduction 

10  pages  for  an  Executive  Summary,  Chapter  II 

pages°includingtthe  100  exhibits  and  waging  about  2o  ♦ 


My  estimate  makes  this  about  20,000  words  in  total. 

5) . We  are  getting  started  on  thsi  activity  internally. 
Will  give  you  a call  to  discuss. 


Regards  Peter  Lines 
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INPUT  c ONFIDENTIAL — Property  of  INPUT  □ MAIL  LIST  - SEE  BACK 

CONTACT  REPORT 

Non  Client/Prospect  File:  □ Media  □ Financial  □ Other 

,.,n, IT  - Contact  Date:  / / 


Staff:  Init.  ’ Init.  □ INPUT  office  □ Client  Office  n Other Date  Writtfm-  TTToTTFf- 


M&S  300/01  6/94  (R) 


Mail  List  Change  Order  □ ujWffe  □ Correction  □ Deletion  □ Additilil^  Serial  Number 


U.S.  COMMERCIAL 

1.  TYPE  □ Vendor  □ User  □ Investor/ Financial  □ Media /Press  □ Other  □ EDI  Newsletter 


2.  LEVEL 


□ Executive  □ Manager  □ Analyst  □ Acquisition  □ International  □ Other 


3.  INTERESTS  □ C/S  □ Computer  Systems  □ Networks  □ EC  □ Information  Services  — 


□ EIS/ CIS /Multimedia  □ Other 


□ Industry 


Software  Products 
Professional  Services,  SI 
Outsourcing,  Processing,  Network  Services 


U.S.  FEDERAL  □ MMAR  □ FPAP  □ FPAW  □ FPFA  □ Other 


EUROPE 


□ CSPR  □ MAAP  □ MSSP  □ MVPP  □ BIPR  □ OSPR  □ U.S.A.  □ Other 


* No  names  will  be  added  without  a completed  Program  Manager 
change  order  and  program  manager  approval.  Authorization 
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PAX  Transmission 


PALO  ALTO  MANAGEMENT  GROUP,  INC. 

2672  Bayshore  Parkway  #701 
Mountain  View,  CA  94043 
Tel:  (416)  968-4374 


Fax:  (415)  968-4245 


email:  mburwen@pamg.com 


To:  Nancy  Hill 

Fax  No:  INPUT 

SubJ:  Proposal 


From:  Mike  Burwen 

Date:  November  21, 199$ 

No.  Pages:  6 (Including  This  One) 


Enclosed  is  the  proposal  per  our  conversation,  i consider  it  to  be  a starting  point  for 
negotiations  based  on  the  level  of  effort  that  INPUT  can  contribute  to  the  project  i e 
i'm  willing  to  make  the  punsihment  fit  the  crime. 

Call  me  if  you  have  any  questions, 


to  o 


•r 
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Palo  Alto  Management  Group,  Inc. 


2672  Bayshore  Parkway  • Mountain  View,  CA  94043  • Tel:  (415)  968-4374  • Fax:  (415)  968-4245 


November  21,  1996 

Pctor  Lines 

President 

INPUT 

1881  Landings  Drive 
Mountain  View,  C A 94043 

Dear  Mr.  Lines: 

I am  pleased  to  submit  this  letter  proposal  for  a consulting  engagement  designed  to  manage  the  research 
and  deliverables  preparation  for  the  INPUT  multiclicnt  study  Assessment  of  SAP  Services  in  the  USA. 
INPUT'S  proposal  for  this  study  and  its  UK  questionnaire  are  hereby  construed  as  parts  of  this  proposal. 

STATEMENT  OF  WORK 

The  work  to  be  provided  by  PAMG  includes  the  following  tasks: 

I . Poll  clients  and  solicit  inputs  for  the  study  questionnaire. 

2 Revise  UK  questionnaire  as  needed  in  response  to  client  requirements 
3.  Specify  Crosstabs 

4 Find  a subcontractor  to  do  the  interviews  and  data  cross  tabs. 

5.  Train  the  subcontractor  interview  personnel. 

6.  Direct  preparation  of  crosstabs  and  other  data  from  the  interviews. 

7.  Prepare  final  report. 

8.  Direct  preparation  of  Buyers  Guide. 

9.  Direct  preparation  of  Web  site  presentation. 

10.  Prepare  and  deliver  joint  client  conference 

I I . Assist  with  the  preparation  of  marketing/salcs  materials  for  the  promotion  of  the  study 
post-completion. 

The  selection  of  subcontractors  will  be  subject  to  INPUTS  approval.  Subcontractors  will  contract 
directly  with  INPUT,  and  PAMG  will  not  markup  any  fees  paid  to  subcontractors 
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This  proposal  is  submitted  based  on  the  presumption  that  INPUT  will  assign  at  least  one  analyst  to  the 
project  who  will  work  under  PAMG's  direction,  and  that  that  analyst  will  be  available  to  perform  the 
tasks  assigned.  Most  important,  the  analyst  will  be  expected  to  participate  heavily  in  the  analysis, 
writing  and  preparation  of  the  project  deliverables  The  work  distribution  plan,  excluding  the  interviews 
and  interview  data  preparation  is  as  follows 


Task 

INPUT.  Man-days 

PAMG,  Man-days 

Solicit  questionnaire  inputs  from  clients 

2 

Revise  UK  questionnaire 

) 

0.5 

Hire  and  train  interview  subcontractor 

1 

Specify  and  direct  preparation  of  interview  data 

2 

Analysis  and  preparation  of  final  report 

10 

10 

Prepare  Buyers  Guide 

15 

2 

Prepare  Web  Site 

2 

Prepare  and  Deliver  Joint  Client  Conference 

2 

2 

Prepare  Sales  Materials 

l 

1 

Totals 

27 

22.5 

We  estimate  that  the  cost  of  an  interview/data  preparation  subcontractor  will  be  $6,000  plus 
$50/interview.  The  number  of  interviews  is  to  be  stipulated  by  INPUT,  but,  in  our  opinion,  one  hundred 
interviews  is  sufficient. 


This  proposal  presumes  that  INPUT  will  provide  report  and  Web  publishing  facilities  and  will  bear  the 
expenses  for  these  activities  PAMG,  will,  however,  provide  its  documentation  in  electronic  form  using 
software  specified  by  INPUT 


SCHEDULE 

Assuming  the  project  is  authorized  by  the  end  of  November,  1996,  the  planned  schedule  is  as  follows: 


Task 

Estimated  Completion  Date 

Get  inputs  from  Clients  and  revise  questionnaire 

December  13 

Hire  and  train  interview  subcontractor 

December  20 

interviews  completed 

February  14 

Electronic  data  analysis  completed 

February  21 

Report  Manuscript  Completed 

March  28 

Buyers  Guide  and  Web  site  completed 

April  18 

Client  Conference 

April  30 

FEE  AND  TERMS: 

INPUT  may  engage  PAMG  either  on  a fixed-fee  or  time-and-expense  fee  basis  In  addition,  iflNPUT  is 
not  able  to  provide  in-housc  analyst  support,  PAMG  is  willing  to  turnkey  die  entire  project,  excepting  the 
interviews,  electronic  data  analysis  and  publishing  tasks  as  noted  above. 
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The  fixed-fee  for  the  engagement  as  proposed  is  $30,000  plus  out-of-pockct  expenses  as  incurred.  Of 
this  amount  1/3  ($10,000)  is  due  upon  authorization,  1/3  ($10,000)  upon  completion  of  the  report 
manuscript  and  1/3  ($10,000)  upon  completion  of  the  project. 

If  INPUT  elects  the  turnkey  option,  the  fixed-fee  will  be  $5 1 ,000  plus  out-of-pockct  expenses  as 
incurred  Of  this  amount  $17,000  is  due  upon  authorization,  $17,000  upon  completion  of  the  report 
manuscript  and  $17,000  upon  completion  of  the  project. 

If  INPUT  elects  the  thne-an-expense  option  for  the  engagement  as  proposed,  the  fee  basis  is  $]250/day 
plus  out-of-pocket  expenses  as  incurred  Billing  for  time  and  expenses  will  be  made  on  the  1st  of  each 
month  for  the  time  and  expenses  incurred  during  the  previous  month. 

IfINPUT  elects  the  turnkey  option  and  elects  to  pay  or.  a time-and-expense  basis,  the  fee  basis  will  be 
$1 100/day  plus  out-of-pocket  expenses  as  incurred.  Billing  for  time  and  expenses  will  be  made  on  the 
1st  of  each  month  for  the  time  and  expenses  incurred  during  the  previous  month. 

For  the  time-and-expense  options,  labor  is  measured  to  the  nearest  half-day. 

Expenses  incurred  for  local  travel,  document  preparation  and  telephonc/fax  charges  are  included  in  the 
fee  and  are  not  considered  to  be  out-of-pocket  expenses. 

This  engagement  may  be  authorized  by  endorsing  this  proposal  and  returning  a copy  to  PAMG. 


CONFIDENTIALITY 

The  work  product  for  this  engagement  shall  be  considered  as  proprietary  arid  confidential  to  INPUT  and 
shall  in  no  circumstances  be  released  to  third  parties  without  INPUT'S  express  written  consent. 


STAFFING 

The  only  staff  assigned  to  the  engagement  will  be  Michael  P.  Burwen 

Thank  you  for  the  opportunity  to  submit  this  proposal.  Should  you  decide  to  choose  PAMG  for  the 
engagement,  I am  confident  that  your  trust  will  be  completely  justified. 


President 
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NOU  21.  1996 
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FAX  Transmission 


PALO  ALTO  MANAGEMENT  GROUP,  INC. 

2672  Bayshore  Parkway  #701 
Mountain  View,  CA  94043 
Tel:  (416)  968-4374 
Fax:  (415)  968-4245 
email:  mburwen@pamgxom 

To:  Nancy  Hill  From:  Mike  Burwen 

Fax  No:  INPUT  Date:  November  21, 1996 

Subj:  Proposal  No.  Pages:  5 (Including  This  One) 


Enclosed  is  the  proposal  per  our  conversation.  I consider  it  to  be  a starting  point  for 
negotiations  based  on  the  level  of  effort  that  INPUT  can  contribute  to  the  project;  i.e., 
I'm  willing  to  make  the  punsihment  fit  the  crime. 

Call  me  if  you  have  any  questions. 


FROM: PALO  ALTO  MGT.  GROUF 


TO: INPUT 
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Palo  Alto  Management  Group,  Inc. 


2672  Bayshore  Parkway  • Mountain  View,  CA  94043  • Tel:  (415)  968-4374  • Fax:  (415)  968-4245 


November  21,  1996 

Pctor  Lines 

President 

INPUT 

1881  Landings  Drive 
Mountain  View,  CA  94043 

Dear  Mr.  Lines: 

I am  pleased  to  submit  this  letter  proposal  for  a consulting  engagement  designed  to  manage  the  research 
and  deliverables  preparation  for  the  INPUT  multiclicnt  study  Assessment  of  SAP  Services  in  the  USA. 
INPUT'S  proposal  for  this  study  and  its  UK  questionnaire  are  hereby  construed  as  parts  of  this  proposal. 

STATEMENT  OF  WORK 

The  work  to  be  provided  by  PAMG  includes  the  following  tasks: 

1 . Poll  clients  and  solicit  inputs  for  the  study  questionnaire. 

2.  Revise  UK  questionnaire  as  needed  in  response  to  client  requirements. 

3.  Specify  Crosstabs 

4 Find  a subcontractor  to  do  the  interviews  and  data  cross  tabs. 

5.  Train  the  subcontractor  interview  personnel. 

6.  Direct  preparation  of  crosstabs  and  other  data  from  the  interviews 

7.  Prepare  final  report. 

8 Direct  preparation  of  Buyers  Guide. 

9.  Direct  preparation  of  Web  site  presentation. 

10.  Prepare  and  deliver  joint  client  conference 

1 1 Assist  with  the  preparation  of  marketing/sales  materials  for  the  promotion  of  the  study 
post-completion. 

The  selection  of  subcontractors  will  be  subject  to  INPUTS  approval.  Subcontractors  will  contract 
directly  with  INPUT,  and  PAMG  will  not  markup  any  fees  paid  to  subcontractors. 
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2:30PM  P.03 


This  proposal  is  submitted  based  on  the  presumption  that  INPUT  will  assign  at  least  one  analyst  to  the 
project  who  will  work  under  PAMG's  direction,  and  that  that  analyst  will  be  available  to  perform  the 
tasks  assigned.  Most  important,  the  analyst  will  be  expected  to  participate  heavily  in  the  analysis, 
writing  and  preparation  of  the  project  deliverables.  The  work  distribution  plan,  excluding  the  interviews 
and  interview  data  preparation  is  as  follows: 


Task 

INPUT,  Man-days 

PAMG,  Man-days 

Solicit  questionnaire  inputs  from  clients 

2 

Revise  UK  questionnaire 

1 

0.5 

Hire  and  train  interview  subcontractor 

1 

Specify  and  direct  preparation  of  interview  data 

2 

Analysis  and  preparation  of  final  report 

10 

10 

Prepare  Buyers  Guide 

15 

2 

Prepare  Web  Site 

X 2 

Prepare  and  Deliver  Joint  Client  Conference 

2 

2 

Prepare  Sales  Materials 

1 

1 

Totals 

27 

22.5 

We  estimate  that  the  cost  of  an  interview/data  preparation  subcontractor  will  be  $6,000  plus 
$50/interview.  The  number  of  interviews  is  to  be  stipulated  by  INPUT,  but,  in  our  opinion,  one  hundred 
interviews  is  sufficient. 

This  proposal  presumes  that  INPUT  will  provide  report  and  Web  publishing  facilities  and  will  bear  the 
expenses  for  these  activities  PAMG,  will,  however,  provide  its  documentation  in  electronic  form  using 
software  specified  by  INPUT. 


SCHEDULE 


Assuming  the  project  is  authorized  by  the  end  of  November,  1996,  the  planned  schedule  is  as  follows: 


Task 

Estimated  Completion  Date 

Get  inputs  front  Clients  and  revise  questionnaire 

December  13 

Hire  and  train  interview  subcontractor 

December  20 

Interviews  completed 

February  14 

Electronic  data  analysis  completed 

February  21 

Report  Manuscript  Completed 

March  28 

Buyers  Guide  and  Web  site  completed 

April  18 

Client  Conference 

April  30 

FEE  AND  TERMS: 

INPUT  may  engage  PAMG  cither  on  a fixed-fee  or  time-and-expense  fee  basis.  In  addition,  if  INPUT  is 
not  able  to  provide  in-house  analyst  support,  PAMG  is  willing  to  turnkey  the  entire  project,  excepting  the 
interviews,  electronic  data  analysis  and  publishing  tasks  as  noted  above. 
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The  fixed-fee  for  the  engagement  as  proposed  is  $30,000  plus  out-of-pockct  expenses  as  incurred.  Of 
this  amount  1/3  ($]  0,000)  is  due  upon  authorization,  1/3  ($10,000)  upon  completion  of  the  report 
manuscript  and  1/3  ($10,000)  upon  completion  of  the  project. 

If  INPUT  elects  the  turnkey  option,  the  fixed-fee  will  be  $5 1 ,000  plus  out-of-pockct  expenses  as 
incurred  Of  this  amount  $17,000  is  due  upon  authorization,  $17,000  upon  completion  of  the  report 
manuscript  and  $17,000  upon  completion  of  the  project. 

If  INPUT  elects  the  time-an-expense  option  for  the  engagement  as  proposed,  die  fee  basis  is  $1250/day 
plus  out-of-pocket  expenses  as  incurred.  Billing  for  time  and  expenses  will  be  made  on  the  1st  of  each 
month  for  the  time  and  expenses  incurred  during  the  previous  month. 

If  INPUT  elects  the  turnkey  option  and  elects  to  pay  on  a time-and-expensc  basis,  the  fee  basis  will  be 
$ 1 100/day  plus  out-of-pocket  expenses  as  incurred.  Billing  for  time  and  expenses  will  be  made  on  the 
1st  of  each  month  for  the  time  and  expenses  incurred  during  the  previous  month. 

For  the  time-and-expense  options,  labor  is  measured  to  the  nearest  half-day. 

Expenses  incurred  for  local  travel,  document  preparation  and  telephone/fax  charges  are  included  in  the 
fcc  and  are  not  considered  to  be  out-of-pocket  expenses. 

This  engagement  may  be  authorized  by  endorsing  this  proposal  and  returning  a copy  to  PAMG. 


CONFIDENTIALITY 

The  work  product  for  this  engagement  shall  be  considered  as  proprietary  and  confidential  to  INPUT  and 
shall  in  no  circumstances  be  released  to  third  parties  without  INPUT'S  express  written  consent. 


STAFFING 


The  only  staff  assigned  to  the  engagement  will  be  Michael  P.  Burwen. 

Thank  you  for  the  opportunity  to  submit  this  proposal.  Should  you  decide  to  choose  PAMG  for  the 
engagement,  I am  confident  that  your  trust  will  be  completely  justified. 


Michael  P.  Burwen 
President 
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Peter  Cunningham,  00:18  24/11/96  GM,  Re:  No  subject  given 


>From  <pacpec@ibm. net>  Sun  Nov  24  00:34:32  1996 
Date:  Sun,  24  Nov  1996  00:18:06  GMT 
X-Sender : usinet .pacpec@pop03 . ca .us . ibm.net 
To:  mburwen@pamg.win.net  (Michael  P.  Burwen) 
From:  Peter  Cunningham  <pacpec@ibm.net> 

Subject:  Re:  No  subject  given 
Cc:  plines@input.co.uk 


Mike;  thanks.  Yes  the  US  operation  has  been  pretty  poor  for  the  last 
10 


years.  I have  tried  several  different  sales  execs,  and  research 
managers  but 

none  has  worked  out.  Peter  is  trying  to  get  them  reorganized.  But  we 
are 

down  to  one  field  sales  person  again!  that  is  really  what  we  have  to 
fix . 

We  would  like  your  help  and  would  appreciate  your  insight  as  to  what 
you  can 

do.  I will  see  Peter  Lines  this  week  so  anything  you  can  us  before 
Thursday 

wold  be  helpful.  Perhaps  we  could  talk  on  the  weekend  or  early  next 
week  as 

I have  to  travel  to  Germany  on  Friday.  Pete.  At  11:38  AM  11/21/96, 
you  wrote: 

> 


»Mike;  I am  not  involved  and  to  my  knowledge  we  definitely  want 
your  help. 

>>But  Peter  must  get  this  organized.  Let  me  know  if  you  have  any 
problem;  I 

»will  copy  him  on  the  message  and  tell  him  to  get  on  it.  I presume 
we  have 

>>enough  clients  to  proceed.  Pete 
>> 

>1  don't  know  if  there  are  sufficient  clients.  I'm  told  that  there 
>is  $63,000  in  the  kitty  from  subscribers  that  have  bought  in  on  a 
>standalone  basis  plus  an  unstated  contribution  from  subscription 
>service  clients  that  are  supposed  to  get  the  report  as  one  of  their 
>deliverables . My  initial  estimate  is  that  this  a 50-day  project, 
so 

>$63,000  by  itself  is  marginal  at  best.  I spoke  to  Peter  Lines  on 
the 

>phone  about  the  project  and  told  him  that  I think  the  planned  300 
>interviews  is  overkill.  In  fact,  I think  100  is  enough.  So  if  the 
>number  of  interviews  can  be  reduced,  then  a few  $ can  be  carved  off 
>the  expense  side. 

> l 

>Important  questions  that  I haven't  had  answered  are  1)  "What  is  the 
>sales  potential  for  this  product  once  it  is  completed?"  and  2) 
>"What  is  the  impact  of  this  piece  of  work  on  existing  clients?"  If 
>the  potential  is  high,  then  it's  worth  investing  to  make  sure  the 
>product  is  superior.  If  not,  then  you  should  do  the  minimum 
>necessary  to  meet  INPUT'S  commitments  to  existing  clients. 

> 


Printed  for  Peter  Lines  <plines@ input . co . uk> 
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Peter  Cunningham,  00:18  24/11/96  GM,  Re:  No  subject  given 

>1  realize  you  haven't  formally  asked  me  to  stick  my  nose  into 
>INPUT's  business,  but  I feel  obligated  to  say  to  you  that  I was 
>appalled  to  learn  from  Nancy  how  few  big  clients  INPUT  has.  No 
>wonder  you  are  unhappy  about  revenues.  At  this  stage  in  its 
>history,  INPUT'S  US  operation  ought  to  have  at  least  10  clients, 
>each  billing  at  least  $250,000  a year  (including  custom).  Without 
>that  base  as  a given,  you  have  to  make  your  revenue  targets  from 
>lo t s of  small  sales  - first,  that's  a struggle,  and  second,  it's  a 
>struggle  that  has  to  be  repeated  every  year. 


>1  trust  I'll  hear  from  you  or  Peter  shortly. 


>Regards, 

> 

>-- 

> 


>Michael  P.  Burwen 

>Palo  Alto  Management  Group,  Inc. 

>2672  Bayshore  Parkway  #701 

>Mountain  View,  CA  94043 

>USA 

>Tel : (415)  968-4374 

>Fax : (415)  968-4245 

>email:  mburwen@pamg.com 
> 

> 

> 
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MEMORANDUM 


07  January 

1997 

TO: 

Peter  Lines 

FROM: 

Terye  Galvan 

SUBJECT: 

SAP  Project  Status 

CC: 

John  Wr. 

SAP  file  file 

File:Chron: 
Adm: 
Contact: 
Other: 
if  Other: 


Peter  Lines, 

All  SAP  clients  have  been  contacted  by  phone.  Current  status  as  follows: 


- EDS/ AT  Kearney-  Left  message  12/30  (out  until  1/6);  left  message  1/7 
• Ernst  & Young  -Left  message  12/30  (on  vacation  until  1/6);  left  message  1/7 
■ Coopers  & Lybrand  * Herb  Vinnieombe:  left  me  a voice  message  on  1/2/97: 

Please  leave  out  all  references  to  R/2  product  line.  He  knows  this  questionnaire 
was  used  in  the  U.K.,  but  in  the  U.S.  there  can't  be  more  than  30  R/2  installations. 
No  one  is  interested  in  R/2  info. 


Untry 


- CAP  Gemini  - left  message  12/30;  Florence  Gomar  left  me  message  1/6/97; 
Left  second  message  1/7. 


- Plaut  Consulting-  left  message  12/30,  left,  message  1/7 

- DA  Consulting  - Brett  Spector  will  do  this  week  (1/6) 

- KPMG  - left  message  12/30;  left  message  1/7 

- NCR  - Refaxed  questionnaire  to  Jan  Meadows  1/7 

• Origin  - Appointment  to  talk  with  Allan  Tibbie  1/8,  11:00  am  PST 

• SNE  left  message  12/30;  left  message  1/7 


What  is  the  cut  off  date  for  accepting  changes  to  the  questionnaire?  When  will  the 
interviewing  start? 

Terye 
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^CONFIDENTIAL— Property  of  INPUT 

CONTACT  REPORT 
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Contact  Date 


INPUT 
Staff:  Init. 


: / ,2h  ??- 


Non  Client/Prospect  File:  □ Media  □ Financial  □ Other 

Init. □ INPUT  office  □ Client  Office  OtherjA Date  Written:  / / / / 'f'  ~7~ 


Prog./Proi.  ID  7^ 

Describe  Action-F/U 


Company 


i kA 
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DISTRIBUTION: 
Action  Info. 


By  When 


Pc-ktr^n  ts 


Xlo 


Title  ( -kr~^X4JL/ 


Address 


Zu/yvQ 


PiMr  I'lhts 


mf 


C/di  Ajlmaj  AU'lMiM 


JrtAJLs  ~Hua 


Phone:  ( inOS- 


Fax:  ( 


XjQ  5f)P  llAJA' 


PtiuCfb  (p  1 ^ b PALojlV  Quid  Maj&vccU  IT -XX 


Jy^xJxuLv  UJhjuUMJU*1  A0/UU9n^)  " ( ^LfYU^UfLA <X 

/IrJUua^V  sLo  VXuj_  ip  EOS  J^rTKJ 


Add  ^Mmx aa^.  ; 


KJLQJJXXAA^  JjxxAJLJfi/LXL/L/'  QLr<jA^ 

(Ix/JULAs  to  VULuJ  M/JtMJUJU  th^/^AAJlLoJ 
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From—, 
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Co  I'vjfVrr 
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Dept. 

Phone  V 

'"’HI  »•  !t:  1 If 
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Tuesday,  January  14,  1997 


Peter  Lines 
INPUT  Research,  Inc. 

1881  Landings  Dr. 

Mountain  View,  CA  94043 

Delivered  via  Fax  to  415-961-3966 

Dear  Mr.  Lines: 


First  of  all  I’d  like  to  complement  INPUT  on  the  quality  of  the  SAP 

questionnaire.  I’d  like  to  make  the  following  suggestions: 

• The  questionnaire  is  very  long  for  any  senior  level  manager  to  respond 
to  However  there  is  significant  difference  between  the  perspective  of 
IT  and  business  executives.  I suggest  segmenting  the  document  into 
two  sections:  a summary  (executive)  and  a detailed  (IT  manager) 
section  to  ensure  that  all  respondents  answer  at  least  a high  level 
questionnaire 

• Question  6:  I suggest  grouping  business  and  IT  questions  together 
There  is  not  sufficient  clarity  behind  the  BPR  term  It  is  too  broad  a 
term.  Some  specific  improvement  examples  would  help  (cycle  time 
improvement  [quote  to  ship],  inventory  reduction,  personnel  reduction, 
consolidation  of  work  locations,  etc  ). 

• Question  7: 1 suggest  providing  some  sample  reasons  for  selecting 
SAP,  like  price  performance,  functionality,  corporate  mandate,  support, 
tight  integration,  industry  standard,  etc.) 

• Question  11:1  recommend  two  more  questions: 

- Did  you  have  a formal  (non-IT)  business  case  for  the  project? 

- Are  you  tracking  financial  payback  of  the  project  beyond  its 
completion? 
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• Question  14:  Additional  sources  could  be 

- reseller 

- consultant  software  selection  process 

• Question  16:  Additional  category  - Risk  Reduction 

• Question  1 9:  Additional  reason  can  be  past  service  relationship 

• Question  28:  I suggest  changing  “system  response”  to  “system 
performance” 

1 am  looking  forward  to  the  finalized  survey. 

Sincerely, 


Director  SAP  Services 
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Name 
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Phone:  ( 
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ii 


A 
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-J 
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'Qi/o 
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Contact  Date:  / / 2-/  / 7 

Date  Written:  / 17  / t <7  ~7- 


Company  P/jfjuCt 

DISTRIBUTION: 

Action  | Info.  | By  When 
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TEL:  1617*^  J508 


P.  001 


Sent:  Tuesday,  January  21. 1997  10:14  AM 

To:  Chris  Maynard 

Subject:  Survey  Comments 

Q2  - 1 agree  with  existing  comments;  either  there  need  to  be  more  details  on  logistics  or  lesser  on 
financials 

Q9/10  - add  question  about  # of  people  involved  into  implementation  (internal/external 
consultants)  as  full  time  equivalents 

Q9  - add  implementation  consultants  from  partners 

Q18/19  - add  a question  about  SAP  certified  consultants;  e.g. 

have  you  been  aware  of  the  certification  program  for  SAP  consultants 
How  important  for  partner  selection  was  that  the  consultants  are  SAP  certified 

Q19  - add:  directly  approached  by  consulting  company 

Q25  - add:  ASAP  (accelerated  SAP) 

Regards 


Andreas  Zimmer 
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7 In  regard  to  the  following  suppliers  of  enterprise-wide  business  application  software  can  you 
detail  (a)  whether  you  have  heard  of  them  (b)  whether  you  would  consider  using  them  and  (c) 

how  you  would  rate  them  using  a scale  of  1 - 5 where  5 = Highest  Regard.  (Multiple  ticks 
allowed) 


Heard  of 
of  Enter 
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So  fl 

is  Supplier 

prise-Wide 

iness 

cations 

rware 

Would  Consider 
Using 

View  of  Vendor  is  Supplier  of  Enterprise-Wide  Business 
Applies  dons  Software 

Yes 

No 

Yes 

No 

1 

2 

3 

3 

5 \ 

Oracle 

JBA 

JD  Edwards 

IBM 

Coda 

Computer 

Associates 

D&B 

BAAN 

Peterborough 

— 

....  . 

SSA 

Peoplesoft 

SAP 

Walker 

Systems  Union 

I Interactive  Care 

QSP 
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H'osky?I5~'v> 

Other  (Please 
detail) 

8  Would  you  intend  to  use  external  IT  service  vendors  to  assist  you  in  application  development 
or  systems  integration  initiatives  ? 


Yes 

No 

Currently  Considering 


IF  NO,  GO  TO  QUESTION  10 

9  If  “yes”  or  “currently  considering”  what  type  of  external  service  vendon^lLvetrose  . 

f System  Integrator  (e.g.  IBM,  EDS,  CSC,  A/C) 

1 J Ca|  6*ma** 

| Outsourcer  (e.g.  ITNet,  FI,  CFM) 

/ Systems  House  (e.g.  Logica,  CGS) 

) Management  Consultancy  (e.g.  C&L,  PW) 

' Other  (please  describe) 


!>aJt 


10  In  large  scale  systems  development/integration  projects  what  form  of  contract  pricing  does 
your  organisation  favour  ? 

Fixed  price 

Time  & materials 

Value  based 

Other  (please  describe) 
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1 8 Can  you  indicate  how  capable  or  suitable  you  consider  the  following  IT  services  organisations 
are,  or  would  be,  in  assisting  your  organisation  with  an  SAP  related  systems  development  or 
integration  projects  ? (Please  rate  on  a scale  of  1-5  where  1 = no  perception  and  5 = extremely 
capable/suitable) 
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Origin 

PA 

PW 

Serna  Group 

SNI 

Sun  Microsytems 

Unisys 

121 

Other  (Please 
Detail) 
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27  Can  you  indicate  how  capable  or  suitable  you  consider  the  following  IT  services  organisations 
are,  or  would  be,  in  assisting  your  organisation  implement  enterprise-wide  business  applications 
software  product  (Please  rate  on  a scale  of  1-5  where  1 = no  perception  and  5 = extremely 
capable/suitable) 
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Nc 


OMXU 


By  When 


Describe  Action-F/U 


CdJJ  AjLA,  iPl 


&L 


spy)  rsrcrt~  V JJAJLAj  fyj  o 
r sP  , u . rs- M />*J  _ „ kJ  j. 


gp  MCpL  7 Mrccjy yvumJtrl  ~y)aP.  PktCti 


/?  Kjl  AjlAtv i 't~  P+aMS  As  ^ 


-4^ 


SMjl,  bpt  ku;  1J-VUJL  YUgjJ  nuPJ^ 

QJTTAjC  JLA  ttuUJl — 


~~  JPas  ApL  AjsZaji  fjiL- 

wPwT  £^V\  'H'bL/  S A-P  pAjyfr&cP  't uJuPJ&l. 

^JU7Lb^2XTi9^r  <yjfl£^JjL  UT-^idcl  iMj  ryy^jjj 

yCo  Cp<SLAJvXo  Aj\A  QtLaA  *7  *7 


7^Qj\i jmJTajmIaiKu  u/tf/u2/  4ixf7j2jisud  ~ti) 
qIjEt^J-7  Xa a-  OcP~ 9 b ■ 


KPuu>£/ 

"fW  a.  w IaJtLj  AJZl 

-1 


— 'pJjL^uy  A ~J~b 

JjdJvtLiA/  *■ 


Ll 


□ Continued  over 


M&S  300/01  6/94  (R) 


